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ABSTRACT
Globalization is redefining and transforming interactions between people all
over the world. Although nations differ in their level of globalization, it is critical in
this day and age that nations foster global competency in their citizens and students.
Education is one key area in developing and promoting global competency. For the
United States, creation of a dynamic workforce, both domestic and abroad, is
imperative if America is going to compete in a global society. Students who have a
diverse and knowledgeable view of the world, can communicate in another language,
and can exhibit cross-cultural adaptability, will be able to efficiently function and
take advantage of opportunities in a global marketplace.
Institutions of higher education in the United States are critical venues for
offering academic courses that incorporate and deal with elements of global
competency. One type of higher education institution that presents diverse
educational opportunities to large numbers of students is community colleges. More
specifically, community colleges in northeast Illinois offer students affordable tuition,
ease of access, flexible course scheduling, course variety, and transfer prospects to
universities. One academic program that fits succinctly with the concept of global
competency is hospitality management programs.
Hospitality curricula include courses in Hotel and Motel Management,
Hospitality Supervision and Marketing, Convention Management, Travel and
Tourism, and Food Service Operations. Such disciplines can touch on international
components that involve business, politics, culture, food, history, religion, education,
art, music, and travel. Therefore, community college hospitality management
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programs may be an excellent platform for investigating the concept of global
competency.
The purpose of this study is to identify how and in what ways the concept of
global competency is found within the curriculum of hospitality management
programs at community colleges. Actual travel for face-to-face interviews was
inherently essential to the design of this study. Seven community college hospitality
management program coordinators were interviewed from the northeast region of
Illinois. Distribution of institutions included both city and suburban community
colleges.
The conceptual framework of this study used a “wide-angle” lens
encompassing three theories from diverse disciplines. This included World Culture
Theory, Multicultural Education Theory, and Adult Learning Theory. Also, the
concept of student assessment was addressed. Collectively, these theories provided an
exploratory lens through which to view global competency. Due to the continual
expansion of the global marketplace, students will need to acquire global skills to be
able to live and work. Therefore, hospitality management students must be able to
efficiently communicate and interact in an environment with individuals from
multicultural or cross-cultural backgrounds. Such dynamic interactions could be with
guests and customers, as well as with co-workers. Thus, research into the concept of
global competency and community college hospitality management curricula is
essential if we are to provide hospitality students with the salient skills to be able to
successfully navigate their way through working in a global society.
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CHAPTER 1
INTRODUCTION
Background of the Study
Do you know what Ananas comosus stands for? Here’s a hint. It is a fruit that
is the international symbol for hospitality. If you guessed the pineapple—your right!
According to Schmidt (2003) “The average pineapple plant takes more than a year
and a half to produce a 4- to 5- pound fruit. The word “piña” means pinecone in
Spanish.” (p. 66). According to Levins (2004), during colonial times, the pineapple
became an image that expressed a sense of welcome, human warmth, and good cheer.
Schmidt (2003) also mentions that “Over the years, artists began to incorporate the
pineapple into decorative items for homes, such as bedposts, front gates and other
woodcarvings.” (p. 66); and it is from these humble beginnings that the pineapple
became known as the symbol for hospitality programs throughout the world.
Hospitality management programs at community colleges and other postsecondary institutions offer students courses in areas such as hotel and restaurant
management, hospitality supervision, hospitality marketing, convention management,
hospitality law, travel and tourism, and food and beverage management. These
community college programs usually confer associate of applied science degrees and
certificates.
In northeast Illinois and the Chicagoland area, aspiring students can choose
from a variety of accredited hospitality programs located in community colleges. In
these dynamic institutions hospitality management students will learn a variety of
industry specific skills such as generating hotel and restaurant revenues, hospitality
marketing techniques, meeting planning, and food and beverage cost control. Most
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important, hospitality management students learn service skills for interacting with
guests. Such skills can be applied to jobs working in hotels, restaurants, airlines,
cruise ships, and tour companies.
The hospitality industry employs an enormous number of workers throughout
the world. Therefore, the need for qualified workers is critical. Table 1 highlights
labor numbers for hospitality positions in 2006.
Table 1. Hospitality Employment Figures for United States in 2006
Position

Number of People Employed

Food Service Managers

350,000

Lodging Managers

71,000

Hotel, Motel, and Resort Desk Clerks

219,000

Adapted from the Occupational Outlook Handbook 2008-2009 (pp. 51, 63, 507), by the United States
Department of Labor, 2008, Indianapolis, IN: JIST. Copyright 2008 by JIST Publishing.

Besides employment numbers, the hospitality industry is expected to
experience stable growth over the next decade. Due to steady business travel and
increasing foreign and domestic tourism, hospitality students will have job
opportunities around the globe. Thus, these students will likely be interacting with
cultures different from their own. Table 2 presents an overview of job growth for
several pertinent hospitality positions in the United States.
Because the hospitality field offers so many diverse job opportunities, many
students can apply these skills to jobs in the U. S. and abroad. Given this, it is of
utmost importance that students be able to function in a global environment. To live
and work in such a global society requires hospitality management students to
become globally competent learners.
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Table 2. Employment Growth for Hospitality Positions
Increase %

Years

Food Service Managers

5%

2006-2016

Lodging Managers

12%

2006-2016

Hotel, Motel, Resort Desk Clerks

17%

2006-2016

Position

Adapted from the Occupational Outlook Handbook 2008-2009 (pp. 51, 63, 508), by the United States
Department of Labor, 2008, Indianapolis, IN: Copyright 2008 by JIST Publishing.

Dr. Sandra L. Russo, Director for the International Center at the University of
Florida and Leigh Ann Osborne, Coordinator of the International Student Services
area at Florida State University (2004), state a “globally competent student exhibits
both cross-cultural sensitivity and adaptability because s/he takes advantage of
opportunities to interact with diverse individuals. In doing so, the globally competent
student questions assumptions and challenges stereotypes of his/her own and of
others.” (para. 8).
As the very nature of the business suggests, hospitality professionals deal with
people from all over the world. Hence, hospitality students need to acquire diverse
skills that will assist them in communicating and interacting with guests from a vast
array of cultures.
According to Russo and Osborne (2004), five exemplary themes exist in
defining a globally competent student. Table 3 highlights these salient themes.
Appreciative of this need for a globally competent hospitality workforce, it is critical
that this study ascertain whether or not hospitality management programs are
incorporating global competency into their curricula.
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Table 3. Russo and Osborne’s Five Themes of a Globally Competent Student
Theme
Number
1

Theme Category
Has a diverse and knowledgeable worldview

2

Comprehends international dimensions of his/her major field of study

3

Communicates effectively in another language and/or cross-culturally

4

Exhibits cross-cultural sensitivity and adaptability

5

Carries global competencies throughout life

Adapted from “The Globally Competent Student,” by S. L. Russo & L. A. Osborne, 2004, para. 2-9.
Copyright 2004 by the National Association of State Universities and Land-Grant Colleges.

However, whether or not this subject has actually been addressed or imbedded
into hospitality program curriculum is in question. Therefore, an in-depth analysis
will shed light into the concept of global competency as well as determine whether or
not community college hospitality programs incorporate global competency as part of
their curriculums.
Purpose of the Study
The purpose of this study is to identify how and in what ways the concept of
global competency is found within the curriculum of hospitality programs at
community colleges in northeast Illinois.
Research Questions Arising From Purpose
1. Do community college hospitality programs in northeastern Illinois articulate
global competency within their courses or as a part of their program?
2. What are the themes and characteristics of global competency in community college
hospitality programs that could be more intentionally written into the curriculum?
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3. How and in what ways is teaching global competency worthwhile for students of
community college hospitality programs?
4. Are the concepts of global competency, multiculturalism, cultural diversity, and
cross-cultural awareness analogous in hospitality programs?
5. What are the components of curriculum and program development that may foster
or deter the inclusion of global competency in community college hospitality programs?
Theoretical Framework of the Study
The leading conceptual and theoretical frameworks for this research might
have included human capital theory, as well as economic and political theories.
However, these theories were not chosen for this study because elements associated
with each might be too structured and confining. Instead, the researcher chose very
specific theories and concepts which positioned the research in an atmosphere that
promoted an innovative study of very diverse ideas.
Due to this study being situated in the realm of higher education and the
global market place, the chosen theories and concepts were selected for their ability to
enlarge the study’s essence, insightfulness, and value. Three theories and a concept
shaped the conceptual framework for this research. These include World Culture
Theory, Multicultural Education Theory, Adult Learning Theories, and the associated
concept of student learning outcomes. By connecting the purpose of this study to
diverse theories not directly associated to one another, the overall study’s design
frame complements as well as highlights the increasing global issues that face the
world and the need for hospitality management students to be in tune with these
matters through global competency.
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The framework for this study will be based on the scholarly work by Russo
and Osborne (2004). Their work, entitled The Globally Competent Student, focuses
directly on students comprehending that they live in a global society that is
interconnected.
At this time, people have increased their global travel and tourism and
understand the inexplicable interweaving of the world as a global society as a result
of the world’s economic and political issues. Therefore, the need for research to
examine how global competency can be embedded in hospitality curriculum is
paramount. Community colleges need to prepare hospitality management students for
the global workforce.
According to Levin (2001) schools have shifted “from community service to
private sector interests while preserving and expanding education and training
opportunities for community members. Marketplace values and behaviors, including
training and retraining of the work force, motivated institutional programming
patterns” (Preface, p. xx). Because of this shift, the framework for this research
examines global competencies that hospitality management students need to possess
to successfully work in a global hospitality industry.
Overview of the Study Research Design
This study is a qualitative inquiry using a case study method and situated in
the interpretive paradigm. Research questions arising from the purpose will drive this
study and provide data related to the familiarity and knowledge that hospitality
coordinators possess concerning the concept of global competency in their
curriculums.
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According to Creswell (1998), qualitative research “is an inquiry process of
understanding based on distinct methodological traditions of inquiry that explore a
social or human problem. The researcher builds a complex, holistic picture, analyzes
words, reports detailed views of informants, and conducts the study in a natural
setting” (p.15).
Lee, Mitchell, and Sablynski (1999) point out that “Qualitative research is
well suited for the purposes of description, interpretation, and explanation. The reason
for choosing a qualitative methodology revolves primarily around the type of
question or problem to be explored” (p. 164). Because the research study will focus
on themes relating to global competency, a qualitative research study will allow for
an in-depth analysis of hospitality management curriculums.
In addition, the researcher has chosen to utilize a case study methodology.
Yin (2003) notes a “case study is used in many situations to contribute to our
knowledge of individual, group, organizational, social, political, and related
phenomena.” (p. 1). In particular, a case study “investigates a contemporary
phenomenon within its real-life context, especially when the boundaries between
phenomenon and context are not clearly evident.” (Yin, 2003, p. 13). Such a concept
is at the core of this research. A case study assists the researcher by setting the stage
for the exploration into the phenomenon of global competency in hospitality
programs.
Stake (1995) states that a “case is a specific, a complex, functioning thing….
[and] has a boundary and working parts.” (p. 2). Creswell (2007) sheds light into the
concept of a bounded systems by noting “the investigator explores a bounded
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system…over time, through detailed, in-depth data collection involving multiple
sources of information (e.g., observations, interviews, audiovisual material, and
documents and reports), and reports a case description and case-based themes.” (p.
73). Therefore, a case study format fits concisely with this research; it allows the
researcher to fully explore the concept of global competency through the thoughts and
ideas of hospitality program coordinators in a naturalistic setting.
The data for this study will be based on an interpretive paradigm. Almost all
research that is conducted is considered interpretive in some way, shape, or form. In
relation to this study, the interpretive paradigm will attempt to discover whether or
not global competency is a part of hospitality curriculum. Interpretive paradigms will
assist the researcher to uncover the meaning behind the actions of people that are
being interviewed.
Also, it can help to explain certain ways in which people make sense of the
world around them. The researcher will attempt to discover the viewpoints of
hospitality coordinators as it relates to global competency within hospitality
programs.
Selection Criteria
Northeastern Illinois community college hospitality program coordinators are
key to providing rich and insightful information central to the study’s purpose. Thus,
purposeful sampling was determined to be the most useful sampling technique used to
garner the involvement of the most appropriate study participants. According to
Merriam (1998) “Purposeful sampling is based on the assumption that the
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investigator wants to discover, understand, and gain insight and therefore must select
a sample from which the most can be learned.” (p. 61).
Given this, the researcher will interview seven hospitality program
coordinators in the northeast region of Illinois. For this research, four selection
criteria were established for participants. Table 4 highlights the four required criteria.
Table 4. Selection Criteria for Community Colleges and Proprietary Schools
1. Located in northeast Illinois
2. Designated as a Community College or Proprietary School
3. Offer Associate of Applied Science Degrees (AAS) or Certificates in
Hospitality or Hotel Management
4. Accredited by The Higher Learning Commission of the North Central
Association of Colleges

The four selection requirements assist the researcher in bounding or framing
the research. Each one of the criteria can be viewed as a working part or component
that forms an integrated system. Yin (2003) describes a system as being “allencompassing” and “comprehensive” (p. 14). Stake (2005) mentions, coherence and
order can be found within the boundaries of a system. The four selection criterion
direct and/or focus this research. Therefore, the four criteria can be considered the
working components that build or form the larger system.
Data Collection and Analysis
Qualitative research data explores the experiences, interactions, and
communications intrinsic in social settings. Given this, the data will integrate each
study participant’s ideas, beliefs, values, and realities that result in a picture at a
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particular moment in time. Also, qualitative research can be useful in bringing forth
new dimensions of understanding and insights. This study incorporates four
techniques for data collection that encompass the viewpoints and ideas of hospitality
program coordinators. These sources include face-to-face interviews, field notes,
demographic questionnaires, and document retrieval from course syllabi.
The analytic strategy used in this research incorporates the technique of
content analysis. This technique assists in identifying salient themes and
characteristics within data sets. More specifically, content analysis can reveal
recurring patterns of words, ideas, and/or viewpoints. Content analysis also provides a
channel through which findings emerge from data.
In analyzing the concept of global competency in hospitality programs, a
qualitative investigative approach known as framework analysis will be employed.
This five-step framework for analyzing data was created and revised by the National
Centre for Social Research (n.d.) located in the United Kingdom. This framework
was purposely created for analysis of applied and/or functional policy research. This
method of analysis allows data to be qualitatively analyzed by theme, pattern, or case
and establishes a transparency for all steps undertaken.
Importance of Study to the Field
If community college hospitality programs can create an environment that
cultivates globally competent students, they will be advancing the interests of not
only the institution, but also the hospitality industry in the United States and around
the world. According to Suarez-Orozco and Qin-Hilliard (2004), “education has
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powerful effects on human development—weak human capabilities are the source of
many of the problems policy-makers are confronted with.” (p. 57).
Suarez-Orozco and Qin-Hilliard (2004) also mention that strong educational
institutions can assist in creating resources from which skilled students will emerge.
Given this, the community college is a key figure in developing a competent
hospitality workforce that can lead and function effectively in a global environment.
As the population of people across the globe increases and more people travel,
hospitality management students will have dynamic opportunities to work as
hospitality professionals around the globe. Management positions in hotels and
restaurants will allow students to utilize their global competencies with a vast number
of guests, customers, and travelers from a variety of different cultures.
In addition, hospitality management students must be sufficiently prepared to
assist an ever increasing world population. Table 5 illuminates the growing world
population and the areas and countries from which these people reside. As the world
population continues to grow, many of these individuals will begin to travel for
business and leisure purposes.
According to the 2007 International Arrivals to the United States report, “The
U.S. welcomed 56 million international visitors from 213 countries during 2007, up
10 percent from 2006.” (United States Department of Commerce, 2008, p.1). In the
article U.S. Sets New Records for Travel Abroad in 2007, it notes that “64.0 million
U.S. residents traveled abroad, surpassing the 2006 record of 63.6 million” (United
States Department of Commerce, 2008, para 1.).
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Table 5. Overview of World Populations
Area or Country
1. China
2. India
3. United States
4. Indonesia
5. Brazil
6. Pakistan
7. Bangladesh
8. Nigeria
9. Russia
10. Japan

Number of People
1,338,612,968
1,166,079,217
307,212,123
240,271,522
198,739,269
176,242,949
156,050,883
149,229,090
140,041,247
127,078,679

Adapted from “Countries and Areas Ranked by Population: 2009,” by the United States Census
Bureau, International Data Base, 2008, Washington, DC: Population Division. Copyright 2008 by
the United States Census Bureau.

Whether Americans are traveling overseas or those from other countries travel
to the United States, many of these individuals will seek services from the hospitality
industry. These services might include lodging, food, car rental, tours, and air
transportation. Even though these services can be booked on-line, many travelers will
interact with hospitality professionals during their trips.
While some of these interactions with guests may be brief, others may be
longer and more challenging for the hospitality professional. Due to verbal language
barriers, as well as culturally influenced non-verbal interaction such as eye-contact
and body language, communications between hospitality professionals and guests can
be misinterpreted and totally misunderstood. On the other hand, hospitality
professionals who are globally competent and skilled at communication with diverse
guests can provide a positive and enjoyable experience for travelers. Guests will
return home with good feelings and experiences.
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For such interactions to be successful, hospitality professionals need to have
knowledge of elements such as world culture, global politics, foreign language,
international business, world geography, and history. Hospitality management
students can acquire such needed knowledge through courses that have been infused
with global competencies.
Most important, a hospitality management student who is globally competent
demonstrates cultural adaptability and sensitivity, as well as an educated view of the
world. Such a combination of skills and competencies could be taken directly into the
hospitality workplace where they could utilize these elements when interacting with
guests from around the globe.
Having globally competent hospitality students in the workforce will benefit
both the hospitality industry and the student. As community colleges graduate
hospitality students with global competencies, communication with guests should be
more efficient and effective due to these skills. Global competencies could be a key
factor in assuring that guests have consistent and enjoyable travel and service
experiences when dealing with hospitality management professionals. Also, as
hospitality management students acquire increased communication competencies on a
global scale, they will inevitably be more marketable to employers. A plethora of
employment opportunities exist in hotels and restaurants around the world. Exciting
hospitality management positions exist from Dubai to Chicago and from Switzerland
to Kuala Lumpur. Therefore, hospitality management programs could play a leading
role in the future development of the global workforce.
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One region of the United States experiencing tremendous development of
hospitality educational institutions is the Chicagoland area. According to Kathy
Bergen (2008), Chicago Tribune reporter:
Chicago's role as a training ground for tourism-industry managers will expand
dramatically next fall when DePaul University launches a School of
Hospitality Leadership in its business school with help from a $7.5 million
gift from the Conrad N. Hilton Foundation. The grant...is the second-largest
private donation received by the university, which has committed to raising
another $9.1 million to match it. (para. 1-2).
In the Chicagoland area, both community colleges and four-year universities
have developed hospitality management degrees and certificates tailored to meets the
needs of employers and students. Of the seven institutions taking part in this research,
more than half have added new programs to their curriculums over the past decade.
These new programs include areas such as beverage management, baking and pastry,
front office management, and convention management. In the past, these topics were
only covered in individual classes.
However, we are now seeing certificates and degrees in some of these areas
due to the tremendous growth of the hospitality industry. These hospitality
management degree and certificate programs represent a direct channel through
which to infuse global competencies into hospitality curriculum.

15
CHAPTER 2
LITERATURE REVIEW
Introduction
Each day with the number of interactions and activities between people taking
place within the global market place, there is no doubt that the phenomenon of
globalization is here. Some of these interactions occur due to people traveling for
business and leisure, and others due to people seeking employment opportunities,
attending school, and/or seeking a better way of life. One profession that serves all of
these travelers is the hospitality industry. Whether in America or overseas, travelers
will require the services of hotels, motels, resorts, convention centers, restaurants,
tour companies, car rentals, and air carriers. To successfully assist these travelers, it is
vital that hospitality management students be able to work in this new global era. In
essence, they need to acquire global competencies. Global competencies such as
cross-cultural adaptability, foreign language literacy, and the development of a
diverse and knowledgeable worldview will assist hospitality management students in
their careers as hospitality professionals. These global competencies will ultimately
allow hospitality students to effectively and efficiently interact and communicate with
culturally diverse guests from around the world.
One place where individuals can obtain dynamic hospitality management
skills and the needed global competencies is community colleges. Community
colleges across America serve an enormous number of students. Kent A. Phillippe, a
Senior Research Associate with the American Association of Community Colleges,
and Leila González Sullivan, a Professor in the Department of Adult and Community
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College Education at North Carolina State University (2005), report that “11.6
million students were enrolled in 1,158...community colleges, including 6.6 million
students taking courses for credit and 5 million taking noncredit courses” (p. 3).
In addition, people of all ages and ethnicities enroll in community colleges.
Enrollees include 16 year old students participating in high school transfer programs
to 80 year old students returning to complete their college degrees or take a tap dance
class. Hospitality management programs are one field of study where global
competency fits harmoniously and naturally. These programs offer a variety of
associate’s degrees and certificates which generally include courses in hotel and
motel management, convention and meetings management, hospitality law,
hospitality marketing and supervision, travel & tourism, and foodservice
management. Many of these courses already deal with elements that could be
considered natural introductions to global competency.
For example, some hospitality classes touch on foreign languages as part of
cooking and food production, while others like travel and tourism, incorporate
components of culture and world geography. While these elements are normally
presented to hospitality students on a limited basis, the intriguing question arises
whether such courses and curricula could possibly go further in addressing global
competency.
One growing region in the United States where hospitality students can chose
from a unique assortment of industry-specific hospitality disciplines is in northeast
Illinois. Many hospitality schools in the northeast region of Illinois have well-known
and established hospitality management programs that have operated in some form
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since the late 1960’s. Community colleges in Chicago and the surrounding suburbs
serve thousands of aspiring hospitality professionals. Hence, this study focuses on the
vibrant and lively environment found in hospitality management programs at
community colleges in northeast Illinois.
In addressing global competency and hospitality management programs, any
number of disciplines, theories, and concepts could have assisted with the
examination of this topic. This could have included areas such as sociology,
psychology, economics, and even anthropology. While all of these might have
contributed to the conceptual and/or theoretical framework for this research, they
were not selected. This study is based on the overall premise that if America is going
to operate efficiently and effectively in a global society, then higher education
institutions must assist in developing globally competent students.
In exploring the various elements and players involved in the analysis of
global competency, this study will employ a more flexible and less structured use of
theories and concepts. Specifically, the researcher feels that no single theory, concept,
or discipline could address the larger scope of the research questions.
Because global competency involves so many different world cultures, points
of view, and ways of knowing, use of a more eclectic approach that uses multiple
theories and concepts optimizes the appeal of this study. As a result, this study will
employ World Culture Theory, Multicultural Education Theory, Adult Learning
Theory and concepts associated with student assessment and student learning
outcomes. These theories and concepts will offer both an expansive yet focused
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examination of the concept of global competency in hospitality management
programs.
World Culture Theory helps to enhance comprehension of the various
elements associated with the global society. A world perspective sets the stage for a
basic appreciation of the study’s global context. Multicultural Theory assists in the
understanding of culture from a personal, national, and global perspective. Cultural
context is a key component to understanding the dynamic processes that take place
when people from different cultures meet and interact.
This is especially important to this study because as hospitality management
students seek employment around the globe as well as in the U.S., many will
communicate and interact with international travelers. Adult Learning Theory and
student assessment encompasses a focus on learning experiences for adults through
which hospitality programs can introduce global competencies to their students and
into their curriculums.
In this study, the researcher will not attempt to validate any of these theories
and concepts that serve as the study’s conceptual framework, but will employ their
uniqueness as a lens through which to explore the topic of global competency. The
purpose of this study is to identify how and in what ways the concept of global
competency is found within the curriculum of hospitality management programs at
community colleges in northeast Illinois.
Global Competency
Global competency has been a topic of discussion for many scholars in a
variety of different fields. These fields include economics, sociology, psychology,
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political science, linguistics, anthropology and especially education. Even today, a
scholarly definition of global competency remains unclear and is often debated by
researchers. It is generally recognized that having globally competent students and
citizens can have a very powerful and positive effect on the way in which a nation
and its people interact with other people from around the world.
The Advisory Council for International Educational Exchange (1988) was
critical of America stating that “Despite our position of international leadership for
almost fifty years, we are ill-prepared for the changes in business, manufacturing,
diplomacy, science and technology that have come with an intensely interdependent
world” (p. 1).
This belief was echoed ten years later by the American Council on Education
(1998) in their Handbook entitled Educating for Global Competence: America’s
Passport to the Future. They reported that “many Americans do not realize how their
security, their health, and their very livelihood depend on global systems” (p. 1).
Because of this, the American higher education system must be prepared to foster an
understanding of globalization through the use of global competencies found in
program curriculums. This research will analyze the concept of global competency
and determine whether it is a part of two-year hospitality management programs in
northeast Illinois.
In addressing the ever-apparent need to develop globally competent
hospitality management students, this study must first start by defining global
competency. Some of the current salient views and definitions of global competency
are as follows:
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“Global competency exists when a learner is able to understand the
interconnectedness of peoples and systems, to have a general knowledge of
history and world events, to accept and cope with the existence of different
cultural values and attitudes and, indeed, to celebrate the richness and benefits
of this diversity” (American Council on International Intercultural Education
and The Stanley Foundation, 1996, p. 4).
“We believe that a person living in the 21st century is a global citizen.
Therefore, an individual must learn global competencies, embrace change, and
recognize the interconnectedness of all people and systems to be effective and
productive in their lives” (Howard Community College, 1999, p. 2).
“A globally competent person has enough substantive knowledge, perpetual
understanding, and intercultural communication skills to effectively interact in
our globally interdependent world” (Olson and Kroeger, 2001, p. 117).
While all of these definitions shed light on the elements associated with global
competency, the question for higher education programs that must be addressed is:
“What is involved with becoming a globally competent learner?” Russo and Osborne
(2004), establish five prominent themes for global competency in their paper entitled
The Globally Competent Student. Table 3 below references these five themes. The
five themes successfully articulate the larger concept of global competency and will
be utilized as a framework to analyze the study’s findings. Also, the themes will serve
as a reference point from which hospitality management coordinators will examine
global competency in their programs.
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Table 3. Russo and Osborne’s Five Themes of a Globally Competent Student
Theme
Number
1

Theme Category
Has a diverse and knowledgeable worldview

2

Comprehends international dimensions of his/her major field of study

3

Communicates effectively in another language and/or cross-culturally

4

Exhibits cross-cultural sensitivity and adaptability

5

Carries global competencies throughout life

Adapted from “The Globally Competent Student,” by S. L. Russo & L. A. Osborne, 2004, para. 2-9.
Copyright 2004 by the National Association of State Universities and Land-Grant Colleges.

Russo and Osborne (2004) further develop each of the five themes by creating
characteristics for each. Table 6 highlights these prominent characteristics. Besides
these elements, other important components of global competency were brought to
light during a conference held by the American Council on International Intercultural
Education—ACIIE (1996) and the Stanley Foundation.
This conference brought together 23 community college representatives, along
with officials from government agencies. The conference was titled Educating for the
Global Community: A Framework for Community Colleges. Two key questions were
asked of the attendees at this conference. These questions were designed to elicit rich
and in-depth information. The questions were:
1. What does it mean to be a globally competent learner?
2. What is required institutionally for community colleges to produce globally
competent learners?
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Table 6. Russo and Osborne’s Characteristics of a Globally Competent Student
1. As graduate of a globally competent university, the student develops a conceptual
framework that informs the way he/she looks at the world. The student continually
uses this framework to analyze and compare political, cultural, economic, historical,
environmental, scientific and technological developments. The student no longer
views the world through a single cultural lens and is able to identify and appreciate
various viewpoints.
2. The globally competent student not only constructs an overall framework to inform
his/her overall worldview, but also seeks to understand the international dimensions
of his/her chosen major.
3. The globally competent student recognizes that while English is often considered the
world’s dominant language, it may not always, nor should always be the case.
4. In addition to foreign language skills, the globally competent student exhibits both
cross-cultural sensitivity and adaptability because s/he takes advantage of
opportunities to interact with diverse individuals.
5. The globally competent student recognizes the worth of international understanding
for its own sake as well as for his/her own personal fulfillment.
Adapted from “The Globally Competent Student,” by S. L. Russo and L. A. Osborne, 2004, para. 2-9.
Copyright 2004 by the National Association of State Universities and Land-Grant Colleges.

In answering either of these two questions, one must define what it means to
be competent. According to the Webster’s New College Dictionary (2007), being
competent can be defined as “well qualified; capable; fit” (p. 298). During the 1996
ACIIE conference, attendees established the following nine characteristics of a
globally competent learner. The tone of these characteristics is more objectified,
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written in a behavioral manner and differing from the eloquent broad sweeping
characteristics of Russo and Osborne. Table 7 presents these characteristics.
Table 7. Nine Characteristics of a Globally Competent Learner
1. Is empowered by the experience of global education to help make a difference
in society.
2. Is committed to global, lifelong learning.
3. Is aware of diversity, commonalities, and interdependence.
4. Recognizes the geopolitical and economic interdependence of our world.
5. Appreciates the impact of other cultures on American life.
6. Accepts the importance of all peoples.
7. Is capable of working in diverse teams.
8. Understands the nonuniversality of culture, religion, and values.
9. Accepts responsibility for global citizenship.
Adapted from “Educating for the Global Community: A Framework for Community Colleges,” by the
American Council on International Intercultural Education and the Stanley Foundation, 1996, p. 3.
Copyright 1996 by American Council on International Intercultural Education and the Stanley
Foundation.

While this list of characteristics is comprehensive and may be useful to the
learner, it should be seen as more of a starting point or window into understanding the
concept of global competency. More specifically, these nine characteristics could be
utilized as a frame of reference by hospitality coordinators in creating departmental
program goals and course learning objectives that are global or international in
nature.
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One central premise of this study is that hospitality management students will
have increased career opportunities because of their global competencies. Dr. Richard
M. Romano (2002), Director of the Institute for Community College Research at
SUNY/Broome Community College in Binghamton, New York, reports that “The
foremost reason for engaging a community college in a variety of international
activities is to assist students in developing a more global perspective so that they
become more effective employees” (p. 8).
Dr. William D. Hunter (2004), educator and Director of the Office of
International Students and Scholars at Lehigh University in Bethlehem, Pennsylvania,
points out:
This need for the education of globally competent graduates is further
supported by a survey conducted in 2002 by global relocation management
firm Cendant Mobility. Cendant Mobility gauged trends in the worldwide
workforce by surveying 180 human resource managers on six continents
whose companies employ 200,000 people. The survey revealed that global
competency is critical to the success of cross-border workers. (p. 9)
Given this, it is imperative that global competency is articulated in community
college hospitality management program curriculums. Hospitality management
students who acquire global competencies will have an edge in securing domestic and
international employment. For example, a hospitality management student who
acquires proficiency in a foreign language would be sought after by many
international hotel and restaurant chains to manage multiple global venues.
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Thus, in addressing the need for globally competent hospitality management
students, an understanding of employment trends and opportunities is necessary.
Currently, both restaurant and hotel chains are actively seeking qualified hospitality
management professionals to manage their operations. According to Ron Ruggless
(2006), Southwest Bureau Chief for the Nation’s Restaurant News, “as U.S–based
casual dining chains endure one of the toughest domestic economic environments in
years, many companies are increasing their focus on ventures abroad, where growth is
viewed as comparatively limitless” (p. 47). Ruggless (2006) in his article Global
Ambitions, reports on the international development of restaurant chains overseas and
indicates that:
The Ruby Tuesday system has 825 company owned and franchised restaurants
in 42 states and 13 foreign countries. Thirty-five franchised units operate
internationally, including two in Kuwait. California Pizza Kitchen Inc., the
190–unit casual-dining chain based in Los Angeles, signed a deal with Tokyobased multibrand operator WDI Corp. to open at least 15 CPK units
throughout Japan over the next 10 years. In July, Bennigan’s Grill & Tavern,
the 310-unit division of Metromedia Restaurant Group in Plano, Texas,
opened its 30th unit in South Korea….T.G.I. Friday’s restaurants, the 829-unit
division of Carlson Restaurants Worldwide of Carrollton, Texas, announced
the recent opening of the 50th T.G.I. Friday’s restaurant in South
Korea….Atlanta-based Hooters of America Inc. is the operator and franchisor
of more than 435 Hooters locations in 46 states as well as in Argentina,
Aruba, Austria, Australia, Brazil, Canada, Chile, China, Costa Rica, England,
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Germany, Greece, Guatemala, Mexico, Peru, Singapore, Switzerland, Taiwan,
Trinidad and Venezuela. (p. 48)
The development and expansion of international markets for restaurants
chains in the United States will open job opportunities for graduates of hospitality
management programs across the globe. Especially important, these restaurant chains
will look to employ qualified hospitality management professionals who can
effectively interact with customers whose cultures and lifestyles are very different
from their own.
Besides the restaurant industry, the hotel industry also has experienced rapid
expansion of international markets. According to John P. Walsh (2004), Managing
Editor of Hotel & Motel Management magazine, “InterContinental Hotels Group
recently signed an agreement with Midland Iberia, a Spanish investment company, to
build 20 Express by Holiday Inn hotels in Spain within the next six years” (p. 26). In
addition, Lodging Hospitality magazine reports:
The brands of Carlson Hotels Worldwide are welcoming guests at new and
exciting locations around the world. Since the start of 2005, the company has
opened an average of nine new properties per month in its global portfolio of
brands, which includes Regent International Hotels, Radisson Hotels &
Resorts, Park Plaza Hotels & Resorts, Country Inns & Suites by Carlson, and
Park Inns. (Opening Nine New Hotels Per Month, 2005, p. 2).
Jeff Higley (2007), Editor-In-Chief from Hotel & Motel Magazine, states
“Carlson Hotels Worldwide added 78 hotels and resorts to its five-brand, 983-hotel
global portfolio in 2006… [and] more of the same in 2007” (p. 47). Another major
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hotel chain establishing its international presence is Cendant’s Wyndham Hotels.
Carlo Wolff (2007), Editor with Lodging Hospitality Magazine, indicates that
“Ramada and Days are in the vanguard of Wyndham Hotels Group’s multi-national
drive to establish a worldwide presence….In 2005, Wyndham Hotels opened 5,900
rooms internationally; in 2006, it opened another 16,200” (pp. 26-27).
In a special report by the Hotel & Motel Association on international
franchising, it was found that many leading hotels chains are going global with the
building of new hotels. As of January 1st, 2007, Choice Hotels and Best Western had
significantly increased their global portfolios. Table 8 highlights this global
expansion.
The establishment of hotels around the globe will present many job
opportunities for hospitality management students. According to the United States
Department of Labor’s Occupational Outlook Handbook (2008-2009), “Steady
growth in travel will provide average job growth and very good job opportunities for
lodging managers…Employment of lodging managers is expected to grow 12 percent
from 2006 to 2016” (p. 63). Also, “Steady business travel and increased domestic and
foreign tourism will drive job growth....People with a college degree in hotel or
hospitality management are expected to have the best opportunities at upscale and
luxury hotels” (United States Department of Labor, 2008, p. 63).
Besides job opportunities for hospitality students, another central element
related to global competency is travel and tourism. More people are traveling the
globe for leisure, business, education, and employment opportunities. As more of
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these travelers use the services of the hospitality industry, they will come into contact
with hospitality professionals.
Table 8. International Expansion of Hotel Properties
Hotel Company
Best Western

Choice Hotels

Location

Number of Properties

South America

35

Europe

1,295

Russia

1

Africa

3

Middle East

22

Australia

215

China

20

Other Asia

34

India

7

South America

61

Europe

463

Australia

251

China

1

Other Asia

81

India
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Adapted from “How Many Franchises...” Hotel and Motel Management Magazine, 2007, 222(4), p.
26. Copyright 2007 by Questex Media Group, Inc.

According to the United States Department of Commerce (2008), Profile of
U.S. Resident Travelers Visiting Overseas Destinations: 2007 Outbound, over
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31,000,000 million American’s traveled abroad. Of these travelers, 87% said their
travel was for leisure/recreation/holiday and visiting friends/relatives.
Besides Americans traversing the globe, international visitors are traveling to
America. While visiting the United States, these travelers will require the services of
many hospitality venues. Table 9 presents an overview of international travelers to
the United States. Interesting to note, Table 9 also establishes that 79%, or almost 19
million overseas travelers utilized the services of hotels and motels in the United
States. This places the majority of these travelers in direct contact with hospitality
professionals.
Table 9. Profile of Overseas Travelers to the United States: 2007
Total Overseas Travelers

23, 892,000

Travelers using Hotel & Motels

79%

Average Number of Hotel Nights

7.9

Adapted from the “Profile of Overseas Travelers to the United States: 2007 Inbound,” by the United
States Department of Commerce, 2008, pp. 1-13. Copyright 2008 by the United States Department of
Commerce.

While it is acknowledged that some technology savvy travelers can book
hotels and other services from home using the Internet as well as check-in and checkout using kiosks located in hotel lobbies, this is still not the norm. This is especially
true at upscale hotels where travelers expect personalized service from hospitality
professionals.
In considering how global competency can benefit hospitality management
students who become hospitality professionals, an overview of their job duties is
necessary. This overview sets the stage for a basic understanding of the many
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interactions and communications that occur with guests. In this case, the word interact
can be defined simply as being able “to deal, work, etc. with someone or something”
(Webster’s, 2007, p. 743). Communication on the other hand can be defined as “a
giving or exchanging of information, signals, or messages as by talk, gestures, or
writing” (Webster’s, 2007, p. 295).
Hospitality students who work in the lodging industry will likely have
interactions with guests that include face-to-face, phone, and internet
communications. Such exchanges can be comprised of verbal and written messages,
as well as indirect communication such as body language, eye contact, and tone of
voice. To get a true feel for the many types of interactions, Table 10 presents a partial
list of hotel services that often bring together hospitality professionals and guests.
Table 10. Listing of Hotel Departments and Services Provided
Departments (Areas)

Service(s) Needed by Guest

Front Office

Check-In and Check Out

Restaurant Operations

Meals (Food and Beverage)

Convention Services

Meeting Planning

Concierge

General Information and Directions

Room Service

Food and Beverage Brought to Room

Engineering

Room Repairs

Housekeeping

Room Turnover

Spa and Fitness Center

Use of Fitness Equipment / Staff Assistance
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While community college hospitality management programs teach students
many hands on skills such as using specialized computer software to check-in and
check-out guests, realistic situations involving actual guests is limited. Some
hospitality programs incorporate exercises involving handling difficult and sensitive
customer service issues.
These training scenarios enhance learning for hospitality management
students by teaching them to remain calm under pressure and to resolve the situation
in a logical manner. Such training is often done in conjunction with certain hospitality
courses such as Front Office Management and Hospitality Supervision. It is
understandable that many challenges in providing services to travelers occur because
of cultural and communication issues.
Undeniably, an important aspect of hospitality student training to consider is
that many of these students, while working in the industry, will interact with
culturally diverse travelers coming to the United States. In fact, the great diversity of
guests that travel to America is brought to light in the United States Department of
Commerce’s (2008) report Profile of Overseas Travelers to the United States: 2007
Inbound. This report identifies the origins of travelers coming to the United States.
Table 11 spotlights the regions where these travelers reside as well as the percentage
of these people coming from each area.
The diverse mix of travelers from these areas of the world bring with them a
dynamic mix of language, customs, cultures, beliefs and lenses through which they
see the world. Because of this, their style of interaction and communication can be
very different from that of the usual U. S. hospitality professional. Therefore,
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intriguing possibilities exist regarding the training of hospitality management students
in specific global competencies that would allow them to provide an increased level
of service with culturally diverse guests from around the world.
Table 11. Origin and % of Overseas Travelers Coming to U. S. 2007
Total Overseas Travelers to U.S. = 23, 892, 277 Million
Origin

Percentage

Western Europe

45.6%

Eastern Europe

2.2%

Caribbean

5.3%

South America

9.6%

Central America

3.4%

Asia (Far East)

26.9%

Oceania

3.5%

Middle East

2.6%

Africa

1.1%

Adapted from The Profile of Overseas Travelers to the United States: 2007 Inbound (p. 2), by the
United States Department of Commerce, 2008, Washington, DC: Department of Commerce. Copyright
2008 by the United States Department of Commerce.

Interestingly, a report by the National Association of Foreign Student
Advisors—NAFSA (2006) entitled An International Education Policy for U.S.
Leadership, Competitiveness, and Security, points out that “In the global age, our
nation’s need for international competence has never been greater” (p. 2). This same
report suggested that “To be an educated citizen today is to be able to see the world
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through others’ eyes and to understand the international dimensions of the problems
we confront as a nation—skills that are enhanced by international experience” (p. 4).
Thus, community college hospitality management programs are presented
with an opportunity to educate students in culturally-grounded communications skills.
As Russo and Osborne (2004) so eloquently state “the globally competent student
recognizes and values cultural differences, [and]… is also aware of the growing
interconnectivity of the world and of the necessity of his/her ability to function within
it” (para. 2). Because culture figures so prominently in understanding global
competency, this study employs World Culture Theory and Multicultural Education
Theory for the theoretical framework.
With that being said, one must realize that the subject of culture can mean
many things to many people. Therefore, a working definition is in order. Culture can
be defined as “the ideas, customs, skills, arts, etc. of a people or group, that are
transferred, communicated, or passed along, as in or to succeeding generations”
(Webster’s, 2007, p. 353). Dr. Rebecca S. Lake (2005), Program Director and
Assistant Professor in the Community College Leadership Doctoral program at
National-Louis University in Chicago, refers to culture as “basic beliefs, values,
actions, and behaviors shared by a particular group. The word culture comes from the
Latin root colere, to inhabit, cultivate, or honor” (p. 65). Spencer-Oatey (2000) notes
that “Culture is a fuzzy set of attitudes, beliefs, behavioral norms, and basic
assumptions and values that are shared by a group of people, and that influence each
member’s behavior and his/her interpretations of the “meaning” of other people’s
behavior” (p. 4).

34
Dr. Noel Preston (2007), Adjunct Professor at Griffith University’s Key
Centre for Ethics, Law, Justice and Governance in Australia, indicates that “Cultural
formation, particularly on a global scale, is obviously a very complex process
operating on various levels of human activity and interactivity impacted by, and
impacting on, economic systems, governance institutions, political and familial
relationships and so on.” (p. 5). To more fully comprehend culture, one must be
familiar with some of the numerous facets that culture encompasses. Table 12
highlights the foremost elements that can be associated with culture on both an
individual and group level.
Table 12. Facets of Culture
Folklore

Customs

Value System

Education

Habits

Lifestyle

Arts

Sciences

Literature

Music

History

Religion

Adapted from New Roget’s A-Z Thesaurus (p. 180), by Webster’s, 1999, Cleveland, OH: Wiley.
Copyright 1999 by Wiley Publishing Inc.

Several other essential components of culture include language, food, dress,
and most important, the role each individual plays within their group. It is important
to recognize that hospitality management students themselves will bring with them a
mix of these culturally relevant components to their workplace. Likewise, guests
utilizing the services of the hospitality industry bring forth their own personalized
blend of culture. It is through these interactions between hospitality professionals and
travelers that cultural communication takes place.
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Through applying global competencies, hospitality professionals can assure
that these cultural exchanges are successful and that the guest is truly served. Thus,
hospitality management students must take into account their individual and group
culture, as well as the numerous world cultures they may come into contact with
while working in the hospitality industry. Community college hospitality
management programs represent dynamic venues where such cultural competencies
can be articulated.
World Culture Theory
Due to globalization the world appears to be shrinking at an incredible rate.
People from far-off regions of the world are now in regular contact with one another
through advancements in technology. Many individuals are traveling for the first time
to places they may have never heard of before for business and/or leisure purposes.
Such travelers bring with them a diversity of global cultures that encompass
language, customs, beliefs, and values which shape the way these people act and also
see the world. To successfully interact and communicate across cultures, hospitality
management students need more than an awareness that the world is comprised of
many cultures. Today, many scholars hold to the opinion that a world culture exists.
One of the early pioneers to study and formulate a world culture theory was
Dr. Roland Robertson. Dr. Robertson, who is Professor and Chair in Sociology and
Global Society at the University of Aberdeen in Scotland, United Kingdom,
developed many of the concepts supporting World Culture Theory. In his insightful
and thought-provoking book entitled Globalization: Social Theory and Global
Culture, Robertson (1992) views World Culture Theory as a label, a way in which he
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advances definition for a specific interpretation of globalization where the focal point
is the way in which individuals become cognizant of and give significance to existing
in a world that is a single place.
Use of this theory strengthens this study by recognizing the global
interconnectivity of all of us, and therefore the need for global competency of
hospitality management students. Robertson sees the world as a single place and a
frame of reference for all. In addition, he views the influence of world culture as an
on-going and dynamic process. Robertson (1992) points out that “Globalization as a
concept refers both to the compression of the world and the intensification of
consciousness of the world as a whole.” (p. 8).
Such thoughts were further defined and reflected in the research conducted by
Dr. John Boli and Dr. Frank Lechner (2001), Professors in the Sociology Department
at Emory University. Boli and Lechner (2001), in their article titled Globalization and
World Culture, published in the International Encyclopedia of the Social and
Behavioral Sciences, state that “World culture refers to the cultural complex of
foundational assumptions, forms of knowledge, and prescriptions for action that
underlie globalized flows, organizations, and institutions.” (p. 6261).
Boli and Lechner (2001) also point out that “Until the 1970s, the content of
world culture remained primarily Anglo-European, increasingly dominated by the
USA. American popular culture and products proliferated throughout the globe—rock
music, soap operas, bluejeans, Coca-Cola, fast foods, [and] Hollywood movies.” (p.
6262). One of the main notions related to World Culture Theory is that it can develop
and maintain both cultural diversity as well as cultural differentiation.
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In research conducted by Dr. Hubert J. M. Hermans and Harry J. G. Kempen
(1998), from the Department of Psychology at the University of Nijmegen in the
Netherlands, they found that “In an increasingly interconnected world society, the
conception of independent, coherent, and stable cultures becomes increasingly
irrelevant. Processes of globalization are drawing people from different cultural
origins into close relationships, as can be seen…in the unprecedented expansion of
tourism.” (p. 1111).
Lake (2005) brings further definition to World Culture Theory by indicating
that “Commonalities emerge as the process of a global world culture blossoms, yet
sociocultural individualities remain. A world culture does not presume the
disappearance of local cultures, but...that global happenings…will have an influence
on people’s local lives.” (p. 66). Dr. Georgia T. Chao, Associate Professor in the Eli
Broad Graduate School of Management at Michigan State University and Dr. Henry
Moon, Assistant Professor in the Goizueta Business School at Emory University
(2005) seem to concur and have explained this concept as a cultural mosaic. They
believe:
A mosaic is a composite picture made up of distinct colored tiles or miniature
photographs. That is, both the overall picture and the multitude of colored tiles
are simultaneously distinguishable. Viewing an individual’s culture as a
cultural mosaic allows for simultaneous observation of global individual
culture and localized cultural influences. (p. 1129)
Just as the larger mosaic presents a single piece of art, upon closer inspection,
all the distinct pieces that make this mosaic can be seen. Whether it is a student
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learning a new language, studying abroad, or learning about socio-cultural or
economic elements of another culture, they often do so in a multicultural
environment. This environment, which may include numerous ethnicities as well as
many differing points of view, can still be viewed as one common world culture.
World Culture Theory illuminates the underlying premise that we are all globally
connected, yet culturally distinct.
Another important aspect of World Culture Theory is that it encompasses
multiple viewpoints and ways of knowing. Dr. Sharan B. Merriam, Professor of Adult
Education at the University of Georgia, Dr. Rosemary S. Caffarella, Professor and
Chair of the Department of Education at Cornell University, and Dr. Lisa M.
Baumgartner, Associate Professor of Adult Education at Northern Illinois University
in DeKalb, Illinois, (2007) feel that “The purpose of examining other systems is not
to replace the Western tradition but rather to expand our understanding of learning
and knowing.” (p. 219). This thought is especially important for hospitality
management students to comprehend because as they work with diverse guests from
all over the world, they will be introduced to other cultures’ customs, language,
lifestyles, and ways of communicating. Given this, they will need to develop a
framework of cultural sensitivity when working in a cross-cultural environment.
According to Russo and Osborne (2004) globally competent students should
be able to demonstrate cross-cultural adaptability as well as sensitivity. They also
point out that for students to have cross-cultural sensitivity, they ought to be able to
comprehend and work with diverse individuals from other cultures (Russo and
Osborne, 2004). Therefore, for hospitality management students to successfully
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communicate with diverse guests from around the globe, they must first learn to
recognize culturally-relevant components across a variety of cultures. To do so will
first require hospitality students to establish an awareness and understanding of the
larger context of a world culture.
Lake (2005) further develops the world culture theory by identifying “There is
a growing body of evidence that fundamental changes in worldviews are taking place.
These changes are reshaping all aspects of political, economic, and social life
throughout the world.” (p. 71). Such changes are directly related to the concept of
global competency. Russo and Osborne (2004) acknowledge this change when they
state that students should have “a diverse and knowledgeable worldview” (para. 2).
More specifically, “the student develops a conceptual framework that informs the
way he/she looks at the world. The student continually uses this framework to analyze
and compare political, cultural, economic, historical, environmental, scientific and
technological developments.” (Russo and Osborne, 2004, para. 2).
One prominent tool used to assist students with learning about world culture is
the World Values Surveys. The World Values Survey (WVS) is a questionnaire that
is designed to give insight into the changes taking place in relation to people’s
viewpoints on topics such as gender roles, family norms, politics, and economics. The
surveys were carried out in 1981, 1990-1991, 1995-1996, 1999-2001, and most
recently 2005-2006. In use for over 20 years, it has given rise to more than 400
publications in 20 different languages.
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The World Values Surveys (2006) was created from a study started by the
European Values Survey group (EVS) in 1981. This group:
is a global network of social scientists who have surveyed the basic values and
beliefs of the publics of more than 80 societies, on all six inhabited continents.
The fourth wave of this study was completed in 2001. The WVS network
includes social scientists representing a wide variety of disciplines and
representing a wide range of cultures, but sharing a common interest: they
seek to understand ongoing social changes that are transforming peoples'
worldviews and basic motivations. (World Values Surveys, 2006, para. 1)
The World Value Survey has produced findings regarding what people want
out of life and has given researchers data on changing cultural norms within different
societies and cultures. This survey could be utilized in hospitality curriculums as a
thread for incorporating aspects of global competency in hospitality courses. In
particular, these surveys could assist hospitality students in identifying and
understanding the basic cultural values and beliefs from people from around the
globe.
Through an in-depth analysis of the World Values Survey, hospitality students
could be taught to no longer view the world through a single cultural lens. Instead,
they would gradually be able to recognize and appreciate the beliefs and values that
are important to cultures around the world. Having such knowledge and appreciation
is a key component in training hospitality students to effectively communicate and
interact with diverse guests and travelers while working in the industry.
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To facilitate the hospitality management student’s recognition and
understanding of a world culture and the need for their personal global competency is
the use of the concept of paradigms. A paradigm can be defined as “a pattern,
example, or model; an overall concept accepted by most people in an intellectual
community, as those in one of the natural sciences, because of its effectiveness in
explaining a complex process, idea, or set of data” (Webster’s, 2007, p. 1043).
Dr. Joel A. Barker, an independent scholar and futurist, is the author of the
book Future Edge: Discovering the New Paradigms of Success. Barker (1992)
describes “A paradigm [as] a set of rules and regulations (written or unwritten) that
does two things: (1) it establishes or defines boundaries; and (2) it tells you how to
behave inside the boundaries in order to be successful.” (p. 32).
Hence, when making decisions, people do so from learned patterns of
behavior. Dr. John Agada, Assistant Professor in the School of Library and
Information Science at the University of Wisconsin-Milwaukee (1998), reports that
“All societies host multiple paradigms, one paradigm being dominant at each period.
Dominant paradigms are those cultural value systems which have found widespread
adoption within a society.” (p. 79).
Dr. Jerome P. Wagner (2008), clinical psychologist and psychotherapist in
private practice as well as a faculty member the Department of Psychology at Loyola
University in Chicago, states that on an individual basis, “We fashion representative
patterns of our experiences in our mind and act on these appraisals, assuming they are
accurate.” (para. 3). Wagner (2008) also found that having some framework of
interpretation in making decisions is desirable to not having any at all. Because
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hospitality management students may work with guests and co-workers from a vast
array of cultures, they may face challenges in communicating and interacting with
these individuals. An understanding of multiple cultural paradigms and what leads
people’s decision making processes could be a valuable tool in assisting hospitality
management students to successfully interact with diverse guests and co-workers.
As an example, many international hospitality managers face obstacles in
trying to lead workers in a multicultural environment. These managers are often
transferred overseas by their companies to work in hotels, restaurants, and other
hospitality venues. To successfully communicate with and lead workers, hospitality
managers must acknowledge that throughout the world there are multiple cultural
paradigms and they will need to quickly learn about the cultural norms of the host
country.
Mendenhall, Punnett, and Ricks (1995) note that “One of the most difficult
tasks for international managers is to motivate and lead people from cultural
backgrounds different from their own.” (p. 567). This is because the cultural norms
and/or standards of the host country often determine what practices are acceptable or
unacceptable. Mendenhall, Punnett, and Ricks (1995) also point out:
While leadership is exhibited in all societies, cultural norms influence what
kinds of leadership behaviors are appropriate in a particular culture….If
leaders attempt to behave too differently from cultural norms, they will be
rejected; however, if they adhere to all cultural norms to the letter, they
will not be leaders—for leaders must break some norms to be seen as
different by their fellow men and women. (p. 570)
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Dr. Chandana Jayawardena (2001), Professor and Coordinator of the Graduate
Program in Hospitality and Tourism Management at Niagara College in Canada, and
Associate Editor of the International Journal of Contemporary Hospitality
Management, seems to concur with Mendenhall, Punnett, and Ricks (1995) by stating
“Researching, understanding, and respecting the ABCs of a region, country or local
community is the key to success of an international manager or a hospitality educator
working in a foreign country.” (p. 310). In addition, Jayawardena (2001) in his article
titled Challenges in International Hospitality Management Education, published in the
International Journal of Contemporary Hospitality Management, notes:
A foreigner may not fully agree with certain policies, beliefs and customs in a
host country. But, it is of utmost importance for the foreigner to respect these
and to totally avoid commenting on sensitive religious and political issues
relevant to the local population. Fully understanding the ABCs of the host
population quickly provides the foreigner a better opportunity to settle in a
new job comfortably. (p. 310)
Norma D’Annunzio-Green (2002) Subject Group Leader in the School of
Management and Law at Napier University in Edinburgh, UK, in her article entitled
An Examination of the Organizational and Cross-Cultural Challenges facing
International Hotel Managers in Russia, further develops the thoughts of Mendenhall,
Punnett, and Ricks (1995) and Jayawardena (2001) by noting:
International managers are employed by multinational corporations for three
main reasons. First, to provide an element of control and co-ordination [sic] in
the local operating unit; second, to provide management development
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opportunities to senior staff in the organization and provide them with the
opportunity to work abroad for a period of time; and third, to facilitate the
transfer of skills and knowledge across global borders. Although there may be
a degree of support offered to these managers before and during their
assignments, they are ultimately responsible for teams of employees in the
host country and are charged with developing effective ways of managing the
challenges which may exist on a day to day basis. (p. 266)
Dr. Veronica Velo, Senior Lecturer in Human Resource Management in the
Faculty of Business, Environment and Society, at Coventry University, UK, and
Cristina Mittaz from the Institut Hotelier Cesar Ritz in Switzerland (2006), further
address the cultural challenges faced by hospitality management students working
across cultures. In their article titled, Breaking into Emerging International Hotel
Markets, published in the International Journal of Contemporary Hospitality
Management, they mention that one very important skill for hospitality management
students working abroad is intercultural awareness. Velo and Mittaz (2006)
recommend that “Sensitivity to cultural differences can be enhanced through
promoting day-to-day experiences with colleagues from different horizons, doing
practical training in multi-cultural environments, changing location for studies and
work, dealing with teachers, staff, and management from various nationalities, etc.”
(p. 501).
Therefore, hospitality management students need to develop cultural
sensitivity and display a willingness to learn about other cultures, customs and
beliefs. Through an awareness and understanding of the existence of a world culture
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and that we are all interconnected, hospitality students will be in a better position to
address and interact with the multitude of cultures they will work with as hospitality
professionals. Because the hospitality field is a global industry, community college
hospitality management programs may be a natural environment in which to
incorporate global competencies such as cross-cultural sensitivity and adaptability.
Multicultural Education Theory
For this study, Multicultural Education Theory will be utilized as a frame of
reference for understanding the rudiments associated with educational programs
designed to foster an understanding of cultural and racial similarities as well as
differences amongst groups. Because multicultural education focuses on ethnicity and
the specific ways that different groups learn and view themselves and the world, the
structure of multicultural education programs in the United States may be a catalyst
for the development of programs addressing global competencies in hospitality
curriculums.
Dr. Christine I. Bennett, Professor of Social Studies and Multicultural
Education as well as Professor of Education at Indiana University-Bloomington,
(1995), defines multicultural education as “an approach to teaching and learning that
is based upon democratic values and beliefs, and seeks to foster cultural pluralism
within culturally diverse societies and an interdependent world.” (p. 13). Dr. Geneva
Gay, Professor of Curriculum and Instruction in the College of Education at the
University of Washington (1995), notes that multicultural education stresses personal
empowerment, personal growth, social restructuring, and critical investigation. Gay

46
(1995) also believes that multicultural education is primarily a transformative and
reconstructive venture.
Dr. James A. Banks (2001), Professor of Diversity Studies and Director of the
Center for Multicultural Education at the University of Washington, Seattle and Dr.
Cherry A. McGee Banks, Professor of Education at the University of Washington,
Bothell, further expand Bennett’s (1995) and Gay’s (1995) definitions by stating:
Multicultural education is at least three things: an idea or concept, an
educational reform movement, and a process. Multicultural education
incorporates the idea that all students—regardless of their gender and social
class and their ethnic, racial, or cultural characteristics—should have an equal
opportunity to learn in school. (p. 3)
Based on Banks’ and Banks’ (2001) definition, multicultural education can
be viewed as a philosophy that highlights the significance of cultural diversity and
how it affects the lives of individuals and groups. Thus, multicultural education is a
change process which can reform institutions in an effort to foster equality in student
scholarship.
In considering how multicultural education programs in the United States
might be utilized as a benchmark or frame of reference for incorporating global
competency into hospitality management programs, one must first have a basic
understanding of the components associated with multicultural education. Such
components can often be found in models that address multicultural education theory.
One such model, developed by Bennett (1995) establishes four core dimensions for
multicultural educational programs. Table 13 presents Bennett’s four dimensions.
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Bennett’s four dimensions represent a holistic approach to multicultural
education that incorporates a process which can transform teachers, administrators,
students, the school, and the surrounding community.
Table 13. Bennett’s Four Dimensions of Multicultural Education
Dimensions

Associated Explanations

The

Is aimed toward achieving equality of educational opportunity for

Movement

identified groups. Its goal is to transform the school environment. This
includes teachers’ attitudes, community relations, and a school’s policies.

The

Expands awareness about cultural differences and the contributions and

Curriculum

history of ethnic groups. It strives to combine multiethnic and global

Approach

viewpoints into curriculum that is Anglo-European and monoethnic.

The Process

A person becomes multicultural or develops competencies in numerous
ways of believing, perceiving, evaluating, and doing.

The

To address all forms of unfairness and discrimination through fostering

Commitment

proper understanding, mind-sets, and social skills.

Adapted from Comprehensive Multicultural Education: Theory and Practice (pp. 14-15), by C. I. Bennett,
1995, Needham Height, MA: Allyn & Bacon. Copyright 1995 by Allyn & Bacon.

While all of these dimensions are equally important to consider in developing
a program dealing with global competencies, the one dimension that holds the most
potential for hospitality programs is the process. As Bennett (1995) states “The focus
is on understanding and learning to negotiate cultural diversity among nations” (p.
14). This is an essential skill which hospitality management students will need to
acquire if they are to successfully communicate and interact with globally diverse
guests when working as hospitality professionals.
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One interesting note Bennett (1995) points out is that “Until recently,
multicultural education focused primarily on ethnic groups within one society. But
rapidly increasing interdependence among all the nations on Earth, particularly as
they face global issues…has broadened the scope of multicultural education to
include global perspectives.” (pp. 13-14). According to Russo and Osborne (2004), a
student who has developed global perspectives will no longer see the world through
one cultural lens and will be able to recognize and welcome various viewpoints.
Therefore, including global perspectives in a multicultural structured type program
may be one way to provide hospitality management students with the needed skills to
foster a recognition and knowledgeable view of the world.
Another possible channel through which to develop global perspectives in
multicultural education programs is through global or international education. Banks
(1988) believes that global education should focus on “helping students develop an
understanding of the interdependence among nations in the modern world, clarified
attitudes toward other nations, and a reflective identification with the world
community.” (pp. 46-47).
Dr. Thomas R. Cardwell (2006), Dean of Student Support Programs and
Services and Chair of the Global Education Committee at Southeast Community
College in Beatrice, Nebraska, sheds further light into global/international education
by stating that this type of education should include “teaching of geography,
promotion of foreign language instruction, teaching about areas of the world with
potential for expanding markets, teaching about money and finance in other countries,
and teaching about import and export laws and regulations.” (p. 16).
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The need for global/international education is expressed by Ann Intili Morey
(2000), scholar and researcher, in her article entitled Changing Higher Education
Curricula for a Global and Multicultural World published in the Higher Education in
Europe Journal, she notes “nations can no longer afford to be ignorant of other
cultures, societies, and political systems. Global and international education can
prepare students to have the knowledge, the skills, and the attitudes to function
effectively in this interconnected world.” (p. 25). Thus, the concepts found in
multicultural education programs which infuse global education may be one possible
catalyst or channel for introducing global competencies to hospitality management
students.
One insightful model that directly ties multicultural education and global
competency is an ethnicity typology developed by James A. Banks. In his book
Multiethnic Education, Banks (1988) has created a typology that addresses the stages
of ethnic development that an individual experiences.
A typology can be defined as “the study of types, symbols, or symbolism;
symbolic meaning or representation” (Webster’s, 2007, p. 1549). Banks (1988)
highlights the progression a student takes through the six stages of ethnicity towards
global competency. Table 14 briefly spotlights these six stages, while Table 15
provides detailed explanations.
While the focus of this study is not ethnicity, it is an important concept to
review due to its logical relationship with culture and global competency. For a
person to embrace global competency, they may first need to have an understanding
of who they are and how they fit in the world.
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Knowledge of such stages may be useful in helping hospitality management
students in ascertaining their own identities and how it leads to becoming globally
competent.
Table 14. Banks’ Six Stages of Ethnicity
Stage

Names of Stages

Stage 1

Ethnic Psychological Captivity

Stage 2

Ethnic Encapsulation

Stage 3

Ethnic Identity Clarification

Stage 4

Biethnicity

Stage 5

Multiethnicity and Reflective Nationalism

Stage 6

Globalism and Global Competency

Adapted from Multiethnic Education: Theory and Practice (p. 199) by J. A. Banks, 1988, Newton,
MA: Allyn and Bacon. Copyright 1988 by Allyn and Bacon.

Most important, Banks’ (1988) typology sheds light into the ethnic stages that
a person experiences during their lives. Depending on which stage a person is at, it
can affect their openness to communication and interaction with people from different
cultures. This may be especially important for hospitality management students
because as they are hired into hospitality positions; their openness to communicate
could have positive or negative consequences during interactions with guests.
Banks (1988) notes that for individuals to efficiently progress to stage six
(global competency), an exploration and clarification of their own ethnic identities is
needed. A richer and fuller understanding of who they are, as well as an acceptance of
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their own identity, may lead to an openness to communicate and interact with other
cultures.
Table 15. Explanation of the Six Stages of Ethnicity
1. In the first stage (Ethnic Psychological Captivity) the individual takes in negative
beliefs about their ethnic group that are ingrained in society. As a result, he or she
exhibits low self-esteem and personal self-rejection.
2. The second stage (Ethnic Encapsulation) involves ethnic separation and
exclusivity. Specifically, the person separates themselves from other races and
participates primarily with their own ethnic group.
3. In the third stage (Ethnic Identity Clarification) the individual is able to explain
their personal attitudes and ethnic individuality. The student is able to create
positive attitudes toward their ethnic group. This stage involves self-acceptance.
4. In the fourth stage (Biethnicity) the individual develops a healthy intellect
towards their ethnic individuality and the skills and abilities to participate fully in
their own ethnic culture as well as other cultures.
5. During the fifth stage (Multiethnicity and Reflective Nationalism) the individual
is able to welcome and share the symbols, values and beliefs of several ethnic
cultures within the nation.
6. At the sixth and final stage (Globalism and Global Competency) the individual has
obtained the needed abilities, attitudes, skills, and knowledge to be able to
operate and communicate effectively within their own culture and most
importantly, the ethnic cultures of the world.
Adapted from Multiethnic Education: Theory and Practice (pp. 194-197) by J. A. Banks, 1988, Newton,
MA: Allyn and Bacon. Copyright 1988 by Allyn and Bacon.

Banks (2004) takes his typology a step further by explaining how it is
intertwined with global education. In his book Diversity and Citizenship Education:
Global Perspectives, Banks (2004) points out that each nation should attempt to
educate its citizens at three levels. These three levels include Cultural Identification
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(Personal Level), National Identification (Country Level), and Global Identification
(World Level). Citizen education can be defined as a process by which students
develop a comprehension “of the interdependence among nations in the modern
world, clarified attitudes toward other nations and peoples, and reflective
identifications with the world community.” (p. 8).
One of the most important elements of citizenship education, according to
Banks (2004) is that it can “help students acquire the attitudes, knowledge, and skills
needed to function in cultural communities other than their own, within the national
culture and community, as well as within the global community.” (p. 7). Such
knowledge, skills, and attitudes are often referred to as competencies. Obtaining
global competencies may be especially important for hospitality management
students who will be working in hotels and hospitality venues around the world.
Specific competencies dealing with cross-cultural adaptability and sensitivity as well
as foreign languages, could assist hospitality management students with interacting
and communicating with culturally diverse guests. Given this, citizenship education
may represent a medium through which hospitality management students could also
be introduced to global competencies.
Another important component of both multicultural education and global
competency that needs to be addressed is the process of how students experience
cultural differences. According to Dr. Milton Bennett, co-founder of the Intercultural
Communication Institute and Director of the Intercultural Development Research
Institute, and Dr. Mitchell Hammer, consultant and co-creator of the Intercultural
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Development Inventory (1998), individuals progress through cultural stages
throughout their life.
Specifically, Bennett and Hammer’s (1998) Developmental Model of
Intercultural Sensitivity (DMIS) assists in explaining how people react to cultural
diversity and to which developmental stage they have progressed. Bennett and
Hammer (1998) identify six distinct stages to the DMIS scale. The first three-stages
are refereed to as ethnocentric and involve (a) denial, (b) defense, and (c)
minimization. Ethnocentrism can be defined as “the belief that one’s own ethnic
group, nation, or culture is superior” (Webster’s, 2007, p. 488).
According to Bennett and Hammer (1998), the second three-stages are
referred to as ethnorelative and include (a) acceptance, (b) adaptation, and (c)
integration. Bennett & Hammer (1998) define ethnorelative as “that one’s own
culture is experienced in the context of other cultures” (p. 1). In using this model, a
student’s goal would be to reach the highest stage, which is known as integration. At
this stage, students would be working towards integrating multiple elements of
identity into a whole, as in this case their work as a hospitality professional. Russo
and Osborne (2004) further this viewpoint by stating:
While immersed in another culture, the student has perhaps the greatest
opportunity to assess his/her own assumptions about the world and his/her
own culture. Upon return, the student can no longer view the world only
through one lens and builds his/her conceptual framework. (para. 8)
One very important aspect of the DMIS is that it has been used with vast
success in creating curriculums for intercultural education (Bennett and Hammer,
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1998). Hence, the DMIS model could be a useful tool through which hospitality
management curriculums introduce intercultural sensitivity into hospitality courses.
Knowledge of the six stages of intercultural sensitivity could be a critical component
in determining a hospitality management student’s openness or readiness to work
with diverse guests from different cultures.
Another significant point to consider is that while there is abundant research
that has been conducted on multicultural education in the U. S., there is still limited
material relating to a world culture, and the majority of cultures or ethnicities found
throughout the world. Dr. Margaret Sutton (2005), Associate Professor of Educational
Leadership and Policy Studies at Indiana University, Bloomington, states that “the
vast majority of the literature…consists of curricular units for teaching about AfricanAmericans, Native Americans, Latinos/Chicanos, or various Asian-American groups.
As dialogue on cultural difference...spread to other nations, it has…focused on
complex issues of identity, diversity, and citizenship.” (p. 97). While such elements
are extremely important for the cultural development of students in America,
multicultural education must now branch out further to incorporate global cultures
situated throughout the world.
Dr. James A. Banks (1988) furthers this thought by noting that curriculum
should help students develop the abilities, awareness, and mind-sets needed to
function within various cultures in their own society, but also in a highly independent
yet interconnected world society. Dr. Christine I. Bennett (1995) clearly identifies
that “Multicultural educators often overlook opportunities for making global
connections, for example, the cultural traditions and heritage of the nations-of-origin
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associated with immigrant groups in the United States.” (p. 298). Typically,
multicultural education programs do not address cultural identities and international
education from very diverse regions of the world. Examples of diverse areas might
include Brazil, Vietnam, Sumatra, Madagascar, Polynesia, the United Arab Emirates,
Morocco, and Iceland---just to name a few.
Thus, the inclusion of cultural components from global and multicultural
education programs into hospitality curriculums could ultimately assist hospitality
students with developing “the knowledge, skills, attitudes, and abilities needed to
function within ethnic cultures” (Banks, 1988, p. 197). According to Russo and
Osborne (2004), recognizing and valuing cultural diversity, as well as fostering a
diverse and knowledgeable worldview are key elements in becoming globally
competent. Through a combination of multicultural education programs and global
education initiatives, hospitality management students can acquire the global
competencies that are needed to successfully communicate and interact with
culturally diverse travelers.
Adult Learning Theories and Concepts
In this research, adult learning theories and concepts, as well as associated
elements of student learning outcomes are utilized as a frame of orientation for
understanding adult learning. While there are numerous adult learning theories that
have been established, a few core theories will be presented to assist in examining
how and in what ways adults learn the concept of global competency in community
college hospitality programs. This research does not attempt to validate these theories
and concepts, but instead employs them as a lens through which to view the
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fundamentals of adult learning. Knowledge of such fundamentals is a key component
in understanding how hospitality curriculums can be tailored toward adult learning of
global competencies.
In discussing adult learning theories, it is necessary to define several basic
terms. These terms include adult, concept, learning, and theory. Table 16 highlights
these terms and their associated definitions. While an understanding of all of these
terms is essential to this study, the definition of what is an adult remains open to
debate and further examination. However, it will not be debated in this research.
Table 16. Terms and Definitions Found in the Review of Adult Learning
Terms

Definitions

Adult

“A person who has reached the age of majority, now generally 18 years”
(p. 19).

Concept

“An idea or thought, esp. a generalized idea of a thing or class of things;
abstract notion” (p. 301).

Learning “The acquiring of knowledge or skill” (p. 816).
Theory

“A speculative idea or plan as to how something might be done”
(p. 1485).

Adapted from the New College Dictionary (pp. 19, 301, 816, 1485), by Webster’s, 2007, Cleveland,
OH: Wiley. Copyright 2007 by Wiley Publishing Inc.

Legal parameters related to adults have to do with the age at which a person
can drive, vote, drink, and smoke. Social elements related to adults include roles as
parents, spouses and citizens; while psychological aspects related to adults involve
the ability to think, reason, and make decisions. However, beyond the legal, social,
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and psychological definitions are a multitude of unique facets related specifically to
adult learners.
For example, adult learners in community colleges can range from 18 to 80+
years of age. These adults enroll in courses to satisfy a variety of personal goals and
professional needs. Some adults enroll in credit courses to acquire new job skills.
Learning such skills may be a way for these adults to attain higher wages and job
advancement. Yet, for other adults, registering in continuing education courses may
be a channel through which to satisfy their personal needs for learning a hobby.
Another vital component related to adult learning is that adults are very busy people.
Responsibilities and obligations for adults can include careers, raising children, and
caring for sick family members. Having actual time to devote to learning can be
extremely limited. Thus, elements that can affect adult learning can include the time,
location, and days that learning opportunities (classes) are scheduled. Because there
are so many unique aspects of adult learning, a review leading adult learning theories
is in order.
One theory that takes into account the uniqueness of adult learners is the
Andragogical Theory of Adult Learning. Dr. Malcolm S. Knowles (1984) was the
founding Executive Director of the Adult Education Association as well as Professor
Emeritus of Adult and Community College Education at North Carolina State
University. In his book, The Adult Learner: A Neglected Species, he defines
andragogy as “the art and science of helping adults learn.” (p. 52). One key concept
of the theory of andragogy is that as a person matures, they will progress from being a
dependent learner to a self-directed learner who is in charge of their own learning.
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Dr. Phillip C. Candy (1991), Director and Associate Professor of the
Academic Staff Development Division at Queensland University of Technology in
Brisbane, Australia, in his book entitled Self-Direction for Lifelong Learning, points
out that “Whenever people speak or write about self-direction in learning, the images
that they have in mind or that they conjure up in the minds of others may be quite
varied. For some, self-directed learning is…carried out in a library…home or office.”
(p. 5). Yet for other learners, “self-direction can occur amid the bustle and turmoil of
a formal course, with the full resources of a major university, college, or training
department to call on.” (Candy, 1991, p. 6).
Merriam, Caffarella, and Baumgartner (2007) further define self-directed
learning “as a process of learning, in which people take the primary initiative for
planning, carrying out, and evaluating their own learning experiences” (p. 110).
Russo and Osborne (2004) seem to concur with Merriam, Caffarella, & Baumgartner
(2007) about self-directed learning when they point out that for students to become
globally competent, they must recognize and seek out opportunities to interact with
diverse people. Therefore, hospitality management students should be self-directed
and take the initiative to create opportunities for acquiring their own global
competencies.
Another vital component of andragogy is the belief that instructors have an
obligation and continued responsibility to support and foster students in their quest to
become self-directed learners. Knowles (1980), in his book entitled The Modern
Practice of Adult Education, eloquently states:
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I have found that in my role as a teacher of adults I have spent less and less of
my time deciding what students should learn and then transmitting it to them,
and more and more of my time helping them discover for themselves what
they need to learn and then helping them find and use the most effective
resources (including my resources) for learning those things. (p. 38)
Russo and Osborne (2004) echo this thought concerning the responsibility of
teachers as well as their changing roles. They believe “The responsibility for
expanding the international dimensions of the major rests almost solely on faculty
shoulders. Faculty must be internationally experienced and teaching courses with
international content.” (para. 12). In an effort to develop both the self-directedness of
adult learners as well as the changing roles of teachers in supporting such a process, a
model of adult learning emerges.
One such model, developed by Dr. Malcolm Knowles, offers insightful
information about the intricacies of adult learning as well as specific ways how
instructors can develop student centered approaches when teaching. During his
research on andragogy, Knowles (1984) developed an andragogical model that was
based on six key assumptions about adult learners. Table 17 lists the six assumptions
to Knowles’ Andragogical Model of adult learning.
Knowles uses these assumptions as a structure for creating a variety of
learning programs for adults. While all six are equally important, the one assumption
that may prove to be the most vital to this research is motivational factors. For
example, one might ask what would motivate hospitality management students to
learn global competencies? The answer is that as the world economy becomes more
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global, hospitality students will be in a better position to benefit from job growth
opportunities around the world.
Table 17. Knowles’ Six Assumptions of the Andragogical Model
1. The need
to know.
2. The learners’
self-concept.
3. The role of

Adults have to know why they need to learn something before they
begin learning it.
Adults have a character-concept of being accountable for their own
choices and their own lives.
Adults enter into the educational environment with both a larger

the learners’

volume and a different value of experiences from youths. By having

experience.

lived longer, they have collected more experiences than youths.

4. Readiness
to learn.

Adults become open to learning things they need to know and be
able to perform in order to effectively deal with their real-life
circumstances.

5. Orientation
to learning.

Adults are inspired to devote energy to learning to the degree that
they recognize that it will assist them in carrying out tasks or dealing
with problems that they face in their daily lives.

6. Motivation.

While adults respond to some external motivational factors such as
better job opportunities, higher income, etc., the most powerful
motivators are internal pressures such as the need for enhanced job
satisfaction, quality of life, self-esteem, etc.

Adapted from The Adult Learner: A Neglected Species (pp. 55-61), by M. Knowles, 1984, Houston, TX:
Gulf Publishing. Copyright 1984 by Gulf Publishing Company.

Being globally competent is one element that would give these students an
advantage in securing such global positions. Thus, knowledge of Knowles’s model
could assist hospitality coordinators and teachers in designing a curriculum which
incorporates components directly relevant to motivational factors.
Besides the theory of Andragogy, another important adult learning theory is
experiential learning. According to Knowles (1980), “As people grow and develop
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they accumulate an increasing reservoir of experience that becomes an increasingly
rich resource for learning—for themselves and for others.” (p. 44).
One of the early pioneers in the study of experiential learning was Dr. John
Dewey. In his classic work from 1938 entitled Experience and Education, Dewey
examined the connections between life experiences and the learning process. He
believed that “all genuine education comes about through experience” (Dewey, 1938,
p. 13). Through his research, Dewey (1938) concluded that for true learning to occur
from one’s experience, two distinctive principles must be present. These include the
principle of continuity and the principle of interaction. Table 18 presents these two
principles along with associated definitions.
Table 18. Dewey’s Principles of Learning from Experience
Principle

Definition

Continuity “the principle of the continuity of experience means that every
experience both takes up something from those which have gone before
and modifies in some way the quality of those which come after.” (p. 27).
Interaction The principle of interaction states that “An experience is always what it is
because of a transaction taking place between an individual and what, at
the time, constitutes his environment” (p. 41).
Adapted from Experience and Education (pp. 27-41), by J. Dewey, 1938, New York, NY: Macmillan
Company. Copyright 1938 by Kappa Delta Pi.

While both principles are essential in understanding experiential learning, the
one that is most relevant to this research is the Principle of Continuity. Continuity can
be defined as “the state or quality of being continuous; connectedness; coherence”
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(Webster, 2007, p. 315). As Dewey (1938) points out, an individual’s learning
experiences can be continuous as well as collective over a period of time.
This is of particular importance because as hospitality management students
enter the workforce, they bring with them an accumulation of life experiences. These
life experiences can include cultural interactions within their own ethnicity as well as
with those from other cultures.
According to Knowles (1980) such experiences can be utilized as a resource
for learning. Because cultural experiences can vary greatly for individuals, a person’s
level of cultural interaction can have both positive and negative outcomes. Hence, the
accrual of learning experiences of hospitality management students can be an
influential component when interacting with diverse guests from around the globe.
Therefore, hospitality management students who have been educated in
hospitality programs that incorporate global competency may be in a better position
to effectively communicate and interact with culturally diverse travelers.
In utilizing experiential learning as a frame of reference for understanding the
concept of global competency, one must be willing to address where experiential
learning can be effectively used. According to Dr. David A. Kolb (1984), Harvard
graduate and Professor in the Department of Organizational Behavior at Case
Western Reverse University in Cleveland, Ohio, the environment where experiential
learning can be developed and applied is directly in the real world. This real world
component related to experiential learning is perhaps the most interesting for this
research. This is due to the fact that many hospitality management students while in
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school continue to work in the hospitality industry as well as participate in hospitality
internships.
In an effort to successfully articulate experiential learning, a model is needed
that effectively combines classroom training with the real world. One such model,
developed by Dr. David Kolb (1984) and referred to as the Experiential Learning
Model, links education, work, and a person’s personal development. Table 19
presents these three areas in relation to experiential learning.
Table 19. Kolb’s Experiential Learning Model
Education
Experiential Learning

Work
Personal Development

Adapted from Experiential Learning: Experience as the Source of Learning and Development (p. 4),
by D. A. Kolb, 1984, Englewood Cliffs, NJ: Prentice-Hall. Copyright 1984 by Prentice-Hall, Inc.

While all three areas are vitally important, the one area that may have the
most potential for experiential learning is the “real world” or workplace environment.
As Kolb (1984) notes, it is “the workplace as a learning environment that can enhance
and supplement formal education and can foster personal development through
meaningful work and career-development opportunities.” (p. 4).
Dr. Patricia R. McCarthy, Assistant Professor of Curriculum and Instruction at
Appalachian State University, and Dr. Henry M. McCarthy, Associate Professor of
Curriculum and Instruction and Assistant Dean of the Reich College of Education at
Appalachian State University (2006) point out that “Through experiential learning,
the student comes face to face with making decisions that are real rather than merely
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thinking about a situation or case.” (p. 201). Kolb (1984) reiterates this thought by
writing that “Learning is a continuous process grounded in experience. Knowledge is
continually derived from and tested out in the experiences of the learner.” (p. 27).
As hospitality management students progress into their careers as hospitality
professionals, they will be able to enhance their opportunities for experiential learning
as they interact with travelers from around the globe. This model represents a visual
window through which to examine a hospitality management student’s progression
from school to work, to personal growth and development.
In addition to self-directed learning and experiential learning, another
essential component of andragogy is the concept of lifelong learning. According to
Dr. Albert Tuijnman, Professor of Education at the University of Twente in the
Netherlands as well as the University of Stockholm, and Max Van Der Kamp,
Professor in the Department of Pedagogy, Andragogy, and Education at the
University of Groningen in the Netherlands (1992), define lifelong learning by
indicating:
Lifelong learning begins at home and in school, but beyond that and for a
large part of the lifespan work is paramount.... An understanding of how
learning in the work place occurs, whether in the form of structured training
on or off the job or by means of informal and self-planned learning, may
reveal ways of linking learning to business needs, determining priorities, and
discovering incentives for learning. (p. viii)
The United Nations Educational, Scientific and Cultural Organization’s
(1997) Educational Institute, seems to concur with Tuijnman and Van Der Kamp

65
(1992) by stating that “Lifelong learning means literally learning throughout the lifespan, from early childhood to old age.” (p. 5).
Russo and Osborne (2004) solidify the importance of life-long learning when
they identify that for students to carry international or global competencies through
their life, they need to become lifelong learners who are continuously participating in
learning about world news, exploring and discovering along the way, and being an
active participant. There is no doubt that for hospitality management students,
continued global competency is made possible by life-long learning.
In an effort to establish and further develop the fundamental skills associated
with life-long learning, The United Nations Educational, Scientific and Cultural
Organization (1997) Institute for Education, sponsored the Fifth International
Conference on Adult Education. This conference took place during July of 1997 in
Hamburg, Germany. Educational delegates from around the world came to discuss
the concept of lifelong learning. During the conference, it was recognized that three
distinct categories of lifelong learning exist. Table 20 sheds light on these categories
with associated definitions.
Of the three categories listed, the one that is most intriguing to this study is the
concept of informal learning. Coombs (1985) defines informal learning as a type of
learning that is unplanned and unstructured, and often occurs in various places
including the marketplace and workplace. Merriam, Caffarella, and Baumgartner
(2007), concur with Coombs (1985) and point out that “Informal learning refers to the
experiences of everyday living from which we learn something.” (p. 24).
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Table 20. Three Categories of Lifelong Learning for Adults
Categories

Definitions

Formal

Formal education is an ordered system of learning conducted by

Education

educational institutions, including general educational studies and
specialized training events. Formal education institutions are increasingly
opening their facilities to adult learners.

Non-

Non-formal education is thought of as any arranged educational endeavor

Formal

outside of the formal structure, with a particular customer and detailed

Education

learning objectives.

Informal

Informal learning may be thought of as a lifelong practice whereby all

Learning

people obtain values, skills, attitudes and awareness from every day
experience as well as from resources and influences in their surroundings.

Adapted from the “Fifth International Conference on Adult Education, Monitoring Adult Learning,” by
the United Nations Educational, Scientific and Cultural Organization’s Institute for Education, 1997, p. 6.
Copyright 1997 by the United Nations Educational, Scientific and Cultural Organization.

One key aspect of informal learning that was identified at the United Nations
Educational, Scientific and Cultural Organization (1997) International Conference on
Adult Education was that the majority of learning “takes place in informal settings.
Adults may learn new skills…for jobs, to solve personal problems, or simply to
enrich their lives. The new concept of adult learning recognises [sic]…the world of
work and the world of learning.” (p. 6). Informal learning may be of particular
importance to hospitality management students as they will have many opportunities
to experience informal learning on a daily basis throughout their training and their
professional life.
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While working in hotels and other hospitality venues, hospitality students will
have chances to communicate and interact with very diverse individuals. These
interactions will be the impetus to assist students with learning about language,
customs, and cultures that are very different from their own. Therefore, lifelong
learning and informal education can be seen as significantly integrated concepts that
can assist hospitality management students with continually developing their global
competencies.
Interestingly, Russo and Osborne (2004) bring to light that learning
throughout life can transform the globally competent student into a globally
competent citizen. Webster’s (2007) defines a citizen as being “a member of a state or
nation, esp. one with a republican form of government, who owes allegiance to it by
birth or naturalization and is entitled to full civil rights” (p. 268).
Global competency can be described as a set of skills and abilities that allows
an individual to successfully interact and communicate with people from very diverse
cultures. More specifically, “a globally competent person has enough substantive
knowledge, perpetual understanding, and intercultural communication skills to
effectively interact in our globally interdependent world.” (Olson and Kroeger, 2001,
p. 117).
Banks (2004) points out that as global citizens, students attain the mind-sets,
information, and skills needed to operate in a culturally diverse society. Therefore, as
a result of being educated in a community college hospitality program which
incorporates global competency as a part of its curriculum, hospitality management
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students will obtain global competencies which can assist them in their careers. These
global competencies can also help these same students to become global citizens.
In essence, as a result of attaining global competencies, hospitality
management students mature into citizens who are globally competent and concerned
with assisting the greater good of society. That being said, the student/citizen is now
ready to contribute to the world on a local, national, and global scale.
In examining the practical application of self-directed, experiential, and
lifelong learning, one must also discuss concepts that are specific and unique to the
adult learner. To do so will require an examination of concepts and principles related
to effective practices in adult learning.
According to Brookfield (1986), there are six core principles that support
teaching-learning encounters with adults. Table 21 illuminates Brookfield’s six
principles to effective learning with associated explanations for each principle.
One of the most important principles to this research is that of voluntary
participation. As Brookfield (1986) notes, “adults engage in learning as a result of
their own volition.” (p. 9). Adults participate in educational activities for a variety of
reasons. One of the main reasons is vocational. Adults enroll in programs and courses
in an effort to attain a profession or career, gain new job skills, change careers, as
well as other personal reasons.
Learning new job skills can increase not only their salaries, but also career
opportunities. For community college hospitality management program coordinators,
knowing who is enrolling and for what general reasons adults are taking courses can
assist hospitality programs in providing better service to adult learners.
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Table 21. Brookfield’s Six Principles of Effective Practice
Principle
1. Voluntary
Participation.

Explanation
Adults engage in educational endeavors due to their innate
desires. These desires can include acquiring new skills, attaining
new knowledge, improving existing competencies, etc.

2. Mutual
Respect.

A basic feature of effective learning is to make participants
believe that they are valued as exceptional individuals that
deserve respect. Good facilitation is distinguished by a reverence
for participants’ self-worth, uniqueness, and separateness.

3. Collaborative
Spirit.

The existence of collaborative and participatory elements is
probably the most often named difference between traditional
schooling and the education of adults. Such collaborative
activities are grounded in the facets of respect for participants
and voluntary learning.

4. Action and
Reflection.

This practice focuses on the need for the educational activity to
connect the learner to a constant and alternating practice of
examination and discovery—followed by action in this
discovery—followed then by reflection on the action—followed
by additional examination and discovery, followed by more
action, and so on.

5. Critical
Reflection.

Aims to promote an attitude of useful skepticism. Is effectively
facilitated when the educator prompts in learners a sense of
culturally constructed nature of knowledge, behaviors, beliefs
and values.

6. Self
Direction.

Facilitators should aid adults in becoming self-directed learners.
At the core of self-directed learning is the adults’ assumption of
control over establishing educational goals and producing
significant evaluation criteria.

Adapted from Understanding and Facilitating Adult Learning (pp. 9-20), by S. D. Brookfield, 1986,
San Francisco, CA: Jossey-Bass. Copyright 1986 by John Wiley & Sons, Inc.
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Further insight into the concepts and intricacies associated with adult learning
were identified by Merriam, Caffarella, and Baumgartner. In their book Learning in
Adulthood (2007), they acknowledged that several important concepts are tied to
adult learning. Table 22 highlights these concepts with related explanations.
Table 22. Core Concepts Associated with Adult Learners
Concept
1. Prior knowledge and
experience of learners.
2. Places and ways adults
go about learning.
3. Participation.

Explanation
Adults bring previous knowledge with them, irregardless
of wherever this knowledge was attained.
If adults recognized the numerous places and ways they
learn, they might view themselves as active learners.
Since partaking in adult learning is for the most part
voluntary, knowing why as well as who is participating is
likely to help institutions better serve adult students.

4. Self-direction.

Self-directed learning is a practice in which a person takes
the initiative for the preparation, implementation, and
evaluation of their own learning.

5. Motivation.

There is a strong connection between the incentive to
participate in learning and an adult’s experiences in life.

Adapted from Learning in Adulthood: A Comprehensive Guide (pp. 27, 28, 53, 110, 426), by S. B.
Merriam, R. S. Caffarella, & L. M. Baumgartner, 2007, San Francisco, CA: Jossey-Bass. Copyright 2007
by John Wiley & Sons, Inc.

These concepts, along with those from Brookfield (1986) further establish and
develop the core components that initiate and drive adults to participate in educational
activities. One pertinent element related to this research that was brought to light by
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Merriam, Caffarella, and Baumgartner (2007), was “that learning happens in so many
and varied places in the lives of adults” (p. 27). This is an especially important notion
for hospitality management students to consider because as they work in the
hospitality industry, there may be numerous learning opportunities in which to
develop, utilize, and refine their global competencies.
Whether managing a hotel’s front desk or operating a hotel’s fine dining
restaurant, hospitality professionals can exhibit cross-cultural adaptability and
sensitivity, communicate in other languages, and display knowledgeable and diverse
worldviews.
Assessment and Student Learning Outcomes
In exploring global competency in hospitality programs, as with any other
educational program, there naturally should be some manner in which to gauge its
effectiveness. One prominent system used to measure the level of student learning as
well as overall program effectiveness is educational assessment. Dr. Catherine A.
Palomba, former Director of the Offices of Academic Assessment and Instructional
Research at Ball State University, and Dr. Trudy W. Banta, Professor of Higher
Education at Indiana University—Purdue University Indianapolis (1999), define
student assessment as a process through which there is a systematic compilation and
evaluation of information about specific educational programs. In general, course and
program assessment is carried out for the function of advancing student learning.
Hernon and Dugan (2004) refer to assessment as a practice of collecting and
organizing data into a logical form. Linda Suskie (2004), Vice President of the
Middle States Commission on Higher Education and prior Associate Vice President
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of Assessment at Towson University, sheds further light into the definition of
assessment by noting that it is an overall process that involves designing measurable
and easy to read outcomes; making certain students have chances to attain those
outcomes; employing a regular evaluation system; and then utilizing the end results to
advance student learning.
The definitions by Palomba and Banta (1999), Hernon and Dugan (2004), and
Suskie (2004) provide a basic understanding of assessment. However, a more indepth explanation is needed to help explain the overall process of assessment. Dr.
Marilee J. Bresciani (2006) Associate Professor for Postsecondary Education at San
Diego State University has established a well-rounded working definition for
assessment. Bresciani (2006) states:
Outcomes-based assessment program review is a systematic process in which
program faculty and/or professionals articulate the intended results of the
cumulative contribution of their program. In outcomes-based assessment,
faculty and co-curricular professionals articulate what the program intends to
accomplish in regard to its services, research, student learning, and
faculty/staff development programs. The faculty and/or professionals then
purposefully plan the program so that the intended results (i.e., outcomes) can
be achieved; implement methods to systematically—over time—identify
whether the end results have been achieved; and, finally, use the results to
plan improvements or make recommendations for policy consideration,
recruitment, retention, resource reallocation, or new resource requests.
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This systematic process of evaluation is then repeated at a later date to
determine whether the program improvements contribute to the intended
outcomes. (p. 14)
Bresciani’s (2006) definition fits nicely with this study because of its holistic
approach to assessment. This working definition covers not only student learning, but
also programmatic elements such as faculty collaboration, resource allocation, and the
need for ongoing assessment. Therefore, this definition can be viewed as a starting
point for hospitality management programs that want to assess their efforts in
incorporating global competency in their curriculums.
In this day and age, student assessment in community college hospitality
programs is important for several reasons. First and foremost, the demographic make
up of students has changed over the past decade. Dunn, Morgan, O' Reilly, and Parry
(2004) state “Courses that are taught across locations and to very different cultural,
ethnic or age groups need to be inclusive of these differences, and assessment
practices must likewise be appropriate.” (p. 5). Second, due to increased
competitiveness for jobs in the hospitality industry, the environment in which higher
education institutions operate has changed. Students enrolled in community colleges,
for example, tend to be more career or vocationally orientated. Assessment in
career/vocational programs tends to be based on hands-on competencies. Hospitality
students seeking enrollment in vocational certificate programs must normally
demonstrate competencies in skills ranging from checking in/out guests to balancing
guest account ledgers.
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Lastly, due to changes in technology, new assessment measures need to be
developed to assess student learning in non-traditional formats. Students now seek
increased flexibility in where and how classes are offered. Because of the Internet and
distance learning in hospitality programs, student engagement and learning may no
longer be only in the traditional face to face classroom. Given this, hospitality
coordinators need to be cognizant of such factors when initially analyzing and
planning assessment techniques that involve elements of global competency.
As far as assessment planning for global competency in hospitality programs
is concerned, much of the process involves defining and organizing learning goals
and objectives. According to Suskie (2004), the actual planning process for
assessment can be seen as a cycle incorporating four steps or stages. Table 23
presents the four-step cycle.
Table 23. Assessment as a Four-Step Continuous Process
Stages

Explanations

1. Institute Learning Goals

Establish precise and measurable outcomes.

2. Supply Learning

Make certain that students have ample opportunities

Opportunities
3. Evaluate Student
Learning

to accomplish these outcomes.
Systematically compile, examine, and infer evidence
to establish how well student learning compares to
expectations.

4. Utilize the Results

Utilize results to comprehend and advance learning.

Adapted from Assessing Student Learning (p. 4), by L. Suskie, 2004, Bolton, MA: Anker Publishing.
Copyright 2004 by Anker Publishing Company.
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The four-step cycle by Suskie (2004) fits concisely with this study. Many
elements associated with being globally competent can easily be examined using this
model. Whether it is assessing a hospitality student’s comprehension of world
geography, international politics, language acquisition, or the global marketplace,
student learning objectives found in all these types of courses can be written as
measurable outcomes.
In critically analyzing Suskie’s (2004) cycle and how it might be applied to
community college hospitality programs who are exploring the concept of global
competency in their curriculums, one must first define the difference between
learning outcomes and learning objectives. Some assessment programs use these
terms interchangeably. Dr. Peggy L. Maki (2004), higher education consultant on
student assessment and former Director of the American Association for Higher
Education (AAHE) notes there is a clear distinction between the two and the elements
associated with each. Table 24 brings to light the assessment process by framing and
explaining each term.
Suskie (2004) seems to concur with Maki (2004) when she states that learning
outcomes “are the knowledge, skills, attitudes, and habits of mind that students take
with them from a learning experience.” (p. 75). Therefore, in assessing the global
competencies of hospitality students, outcomes need to be written in a manner that
expresses the particular skills, capabilities, or knowledge that students need to
possess.
In addition, Maki (2004) points out that an outcome should be written in
“action verbs that identify what students should be able to demonstrate, represent, or
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produce over time” (p. 60). Verbs are defined as “any of a class of words expressing
action, existence, or occurrence...” (Webster’s, 2007, p. 1587).
Table 24. Terms Commonly Used in the Assessment Process
Terms
1. Learning Objectives

Explanation
Identifies learning parameters or content such as what
students should be taught, comprehend, or appreciate as
an outcome of their studies.

2. Learning Outcomes

Explains what students should actually be able to
exhibit, demonstrate, represent or create from their
learning.

Adapted from Assessing for Learning: Building a Sustainable Commitment Across the Institution by P.
L. Maki, 2004, pp. 60-61, Sterling, VA: Stylus Publishing, LLC. Copyright 2004 by the American
Association for Higher Education.

When writing action verbs, the more precise or detailed the verb, the easier it
is to access the level of student competency and learning. Some examples of action
verbs used in writing outcomes include: check, construct, compare, create, describe,
design, identify, list, organize, plan, produce, retrieve, and translate. Thus, if
hospitality curriculums intend to incorporate elements or threads of global
competency in their courses, there needs to be a firm plan to assess such
competencies. Doing so will require hospitality program coordinators to design,
implement, and evaluate specific outcomes that assess elements that are international
and/or global in nature.
The following represents a fundamental list that incorporates elements of
global competency that could be chosen by hospitality program administrators.
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Olson, Green, and Hill (2006) identify that student learning outcomes can be directly
applied to global competencies. Table 25 highlights a partial list of international
learning outcomes categorized by knowledge, skills, and attitudes.
Table 25. List of International Learning Outcomes (Knowledge, Skills, & Attitudes)
Knowledge
1. Demonstrates knowledge of global issues, processes, trends, and systems (i.e.,
economic and political interdependency among nations; environmental-cultural
interaction; global governance bodies).
2. Demonstrates knowledge of the relationship between local and global issues.
3. Demonstrates knowledge of one’s own culture (beliefs, values, perspectives,
practices, and products).
Skills
1. Uses knowledge, diverse cultural frames of reference, and alternate perspectives to
think critically and solve problems.
2. Adapts his/her behavior to interact effectively with those who are different.
3. Uses a foreign language to communicate—that is, may be able to perform one or
more of the following skills (Speaking, Listening, Reading, and Writing).
Attitudes
1. Accepts cultural differences and tolerates cultural ambiguity.
2. Is willing to learn from others who are culturally different from him/her.
3. Appreciates the language, art, religion, philosophy, and material culture of
different cultures.

Adapted from A Handbook for Advancing Comprehensive Internationalization: What Institutions Can
Do and What Students Should Learn (pp. 93-95), by C. L. Olson, M. F. Green, & B. A. Hill, 2006,
Washington, DC: ACE. Copyright 2006 by the American Council on Education.

Please see Appendix A for a full compilation of international learning
outcomes by the American Council on Education. This list represents a well-rounded
approach and could be employed as a starting point for developing global competency
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outcomes in hospitality programs as well as enhancing what already exists in
curriculums. This list is a flexible tool and can be adjusted to fit the needs of
individual hospitality management programs and their dynamic curriculums.
Appendix B provides a sample list of global learning outcomes for St. Louis
Community College at Forest Park, San Diego Community College, and Kapi’olani
Community College of Hawaii. Appendix C contains a listing of fifty-eight global
competencies developed by participants at the conference, Educating for the Global
Community: A Framework for Community Colleges, sponsored by The American
Council on International Intercultural Education and The Stanley Foundation.
Another important point to consider is that much of today’s current thought on
assessment is based on taxonomies. A taxonomy can be defined as “the science of
classification; laws and principles covering the classifying of objects” (Webster’s,
2007, p. 1468). Dr. Richard I. Arends (2007), Dean Emeritus and Professor of
Educational Leadership at Central Connecticut State University, states that
taxonomies are tools that categorize and illustrate associations between things.
One leading taxonomy used in many assessment programs is the Taxonomy
for Educational Objectives, developed by Dr. Benjamin S. Bloom and his colleagues
in the 1950’s. Dr. Bloom was an Educational Psychologist and Professor in the
Department of Education at the University of Chicago. In 1953, Dr. Bloom was
awarded the title of University Examiner through the Office of Board of
Examinations at the University of Chicago. Bloom et al. (1956) and his colleagues
created the Taxonomy of Educational Objectives.
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This taxonomy is a categorization of diverse objectives and skills used by
educators to assess student learning. The taxonomy was designed with three main
domains. These include the cognitive, affective, and psychomotor domains (Bloom et
al., 1956). Table 26 presents these three domains along with explanations for each.
An important goal of Bloom's et al. (1956) taxonomy is to encourage instructors to
focus on all three domains, thus generating a more complete and/or holistic approach
to education and teaching as a process. Of the three domains, the one that most
closely associates with the comprehension and understanding of intellectual skills and
abilities is the cognitive domain.
Table 26. Bloom’s Three Taxonomy Domains
Domain

Explanation

Cognitive

The cognitive domain deals with remembering and recognition of

Domain

knowledge and the growth of intellectual skills and abilities.

Affective

The affective domain includes objectives which explain changes

Domain

in attitudes, interests, principles and the growth of appreciations
and sufficient adjustments.

Psychomotor

The psychomotor domain deals with the controlling and/or the

Domain

manipulation of motor skills.

Adapted from Taxonomy of Educational Objectives: The Classification of Educational Goals,
Handbook I: Cognitive Domain (p. 7), by B. S. Bloom, M. D. Engelhart, E. J. Furst, W. H. Hill, D. R.
Krathwohl, 1956, New York: NY Longman. Copyright 1956 by Longman, Inc.

Cognition can be defined as “the process of knowing in the broadest sense,
including perception, memory, and judgment” (Webster’s, 2007, p. 284). Of
particular importance to the establishment and assessment of global competencies is
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Bloom’s et al. (1956) cognitive domain. The cognitive domain has at its core six
objectives which classify these learning skills in increasing order of difficulty. These
six objectives include: knowledge, comprehension, application, analysis, synthesis,
and evaluation (Bloom et al., 1956). Dr. John W. Santrock (2004), Professor in the
School of Behavioral and Brain Sciences at the University of Texas at Dallas, sheds
further light onto these six objectives by providing clear examples for each. Table 27
highlights the six objectives of the cognitive domain.
Bloom’s et al. (1956) taxonomy offers a well-developed hierarchy to guide
instruction and assess student understanding. It fits nicely with the contextual aspects
of global competency in this study. More specifically, the six objectives of the
cognitive domain assist in framing global competency when writing outcomes in
order to facilitate the assessment of student learning. Also, the cognitive domain
operates with precise action verbs in evaluating outcomes. Verbs such as define,
explain, relate, detect, organize, and assess can be utilized in writing outcomes. These
action verbs can be woven into learning outcome statements that access individual
global competencies in hospitality management students.
In developing student learning outcomes that apply to global competency,
hospitality program coordinators as well as administrators and staff need to learn how
to develop and write measurable student learning objectives. In utilizing any of the
three domains to accomplish this, action verbs represent one of the most effective
ways to develop objectives that can be measured.
The more specific the verb is, the easier it will be to assess the learning of
students. For example, Olson, Green and Hill (2006) note that an outcome statement
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that says “students will appreciate another culture is vague and abstract” (p. 25). As a
result, therefore, it will be very difficult to establish an actual outcome to assess.
Table 27. Six Objectives of the Cognitive Domain
Objectives
Knowledge

Examples
Students have the capacity to retain information. An objective could be
to describe four advantages of using a computer to do word processing.

Comprehension Students comprehend the data and information and can give detailed
explanations in their own words. An example of an objective could be
to give details or talk about how a computer can be successfully used to
do word processing.
Application

Students use comprehension to explain real-life situations. An objective
could be to relate what was learned about operating a computer for word
processing to how this would be applied to different fields and careers.

Analysis

Students break down detailed information into smaller, less significant
parts and recount that information to other information. For example, an
objective could be to contrast one style of word processing with another.

Synthesis

Students join components and produce new information. For example,
an objective could be to arrange all data learned about computer usage
for writing a class paper.

Evaluation

Students formulate high-quality decisions and choices. An objective
could be to analyze different word processing software or to evaluate
the strengths and weaknesses of a specific word processing program.

Adapted from Educational Psychology (p. 380), by J. W. Santrock, 2004, New York, NY: McGraw-Hill.
Copyright 2004 by McGraw-Hill. With Taxonomy of Educational Objectives Handbook I: Cognitive
Domain (p. 18), by B. S. Bloom, M. D. Engelhart, E. J. Furst, W. H. Hill, D. R. Krathwohl, 1956, New
York: NY Longman. Copyright 1956 by Longman, Inc.

However a more effective learning outcome might state “Students are able to
identify nonverbal communication patterns and norms from another culture.” (Olsen,
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Green, and Hill, 2006, p. 25). Hence, when writing outcomes for assessing student
learning, clear action verbs should be used. Also, learning outcomes should be able to
be measured, scored, and documented.
In considering the comprehensive list of action verbs that exist in the
cognitive domain, as well as how they might be written into outcome statements that
measure global competencies, the next logical step for a hospitality management
program would be to establish some means of measuring these learning outcomes.
According to Kostyantyn Grygoryev , Ph.D candidate in the Department of
Mechanical Engineering at the University of Alberta and Dr. Stanislav Karapetrovic,
Associate Professor of Mechanical Engineering and Engineering Management at the
University of Alberta in Edmonton, Canada, (2005):
The importance of measuring performance in higher education has long been
understood by all stakeholders, including teachers, students, administrators,
and researchers. However, the majority of indicators used for this purpose
focus on educational outputs (e.g., graduation rates) and outcomes (e.g., final
examination scores), rather than processes that create such outcomes and
outputs. (p. 405)
Consequently, there needs to be tools available which can uniformly and
reliably measure student learning. Such measurement devices and/or instruments are
considered either direct or indirect approaches to measuring student learning.
Palomba and Banta (1999) identify that direct approaches can include essays, tests,
classroom assignments, and presentations. Indirect approaches encompass student
interviews and surveys. The Council for Higher Education Accreditation (2003) sheds
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further light onto the topic of measurement outcomes by noting “Evidence of student
learning outcomes can take many forms, but should involve direct examination of
student performance—either for individual students or for representative samples of
students.” (p. 5). Table 28 presents the types of evidence that might be used to
measure the level of student learning.
Table 28. Evidence of Student Learning Outcomes
1. Faculty created inclusive or capstone exams and projects.
2. Performance on certification or other outside exams.
3. Professionally reviewed performances or displays of skills.
4. Portfolios of student assignments accumulated over a time-period.
5. Example of representative student work created for normal class assignments.
Adapted from “Statement of Mutual Responsibilities for Student Learning Outcomes: Accreditation,
Institutions, and Programs” by the Council for Higher Education Accreditation, 2003, p. 5,
Washington, DC: CHEA. Copyright 2003 by the Council for Higher Education Accreditation.

Likewise, the American Council on Education (2006) seems to concur with
the Council for Higher Education Accreditation (2003) when it reports “Examples of
direct evidence include rating of portfolios of student work, scores on locally
designed tests, and employer ratings of skills of recent graduates. Examples of
indirect evidence are course grades, admission rates into graduate programs, [and]
placement rates…” (p. 32). Any and all of these assessment measurement instruments
and tools can be utilized by hospitality management programs as evidence of students
learning global competencies.
The need for effective assessment in higher education cannot be
underestimated. Dr. Mary Huba, Professor in the Department of Educational
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Leadership and Policy Studies at Iowa State University, and Dr. Jann E. Freed,
Professor of Business Management at Central College, Pella, Iowa, (2000) ascertain
that not every institution has calculated learner-focused outcomes that express what
students should be acquainted with and be capable of doing. Dr. Joseph F. Michlitsch,
Professor in the School of Business at Southern Illinois University in Edwardsville,
and Dr. Meg Wright Sidle of Central State University, Wilberforce, Ohio, (2002)
echo this thought by asserting that “Several areas are in need of more research
regarding the assessment of student learning.... [and that] A more thorough
understanding of perceptions, beliefs, and assumptions about assessment should move
us closer to improving the assessment of student learning.” (pp. 129-130). To
accomplish this task within community college hospitality programs, it will require a
team effort involving a variety of stakeholders.
Maki (2004) believes the assessment process should be conducted by
individuals who bring with them multiple analytical lenses and who can contribute
directly to student learning. This can include administrators, full-time and adjunct
faculty, staff, students, alumni, local employers, community leaders, mentors, and
student associations.
Dr. Catherine M. Wehlburg (2006), Executive Director of the Office for
Assessment and Quality Enhancement at Texas Christian University, believes all
parties involved with assessment will bring slightly different concerns and reflections
to the discussion and this will assist in making the concluding assessment plan truly
transformative. Having diverse perspectives as well as multiple lenses viewing and
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taking part in assessment initiatives can result in a richer and well-thought out
process.
Because of the viewpoints expressed by Maki (2004) and Wehlburg (2006),
hospitality departments should consider having a variety of constituents on the
assessment planning committee. These should include both internal and external
stakeholders. Table 29 spotlights some of the individuals who should take part in
assessment in community college hospitality programs.
Table 29. List of Internal/External Assessment Committee Members
1. Board of Trustees Member

8. Local Employers

2. College President

9. Parents

3. Department Chairs

10. High Schools

4. Faculty (Full-Time and Adjunct)

11. Alumni

5. College Administrators

12. Mayors’ Offices

6. Student Associations

13. Special Interest Groups

7. Staff (Mid-Managers, Classifieds, Hourly)

14. Leaders in the Community

One particular group that is absolutely essential to the assessment process in
community college hospitality programs is employers in the hospitality industry.
Palomba and Banta (1999) note that employers are in a paramount position to be able
to give marketplace advice about the needed employment skills for students.
Hospitality industry employers can give precise data as to desired technological skills,
financial management skills, and interpersonal communication skills for effectively
interacting with and assisting guests.
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In response to this advice from employers, hospitality programs can design
new courses and make needed adjustments to existing courses that give students reallife skills that are applicable to the hospitality industry. In addressing the need for
creating global competency learning outcomes for hospitality students, industry
employers may be able to offer a unique, focused, and vibrant approach when
assisting hospitality program coordinators with writing and assessing learning
outcomes. Such a win-win situation benefits students, hospitality programs,
community colleges, the hospitality industry, and the global marketplace.
Another important aspect of assessment at the program level is that as the
program is reviewed, changes can be made based on concrete assessment data.
Wehlburg (2006) suggests once information and data has been complied, the program
must make choices regarding the significance of the information and the amount of
curricular revision that is needed. Undertaking systematic programmatic assessment
is an obligation of hospitality program coordinators in order to make appropriate datadriven decisions. Specifically, a program level assessment might reveal that a
department needs to add new courses, change the sequence of existing ones, and
adjust the days and times of its courses.
As a result, assessment has a real business function which can allow
hospitality programs in community colleges to remain competitive in an ever
changing global market place. Therefore, if global competency is to be an integral
part of learning in hospitality programs, the assessment process must be used as a tool
to gauge program effectiveness and student progress.
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Conclusion
The literature review for this study represents a framework through which to
view the concept of global competency. The foundation for this research is based on
the assertion that if America is going to function effectively in an ever increasing
global society, then higher education institutions in the United States must foster the
development of students who are globally competent. It is generally recognized
having globally competent students and citizens can have very powerful and positive
affects on the way in which a nation and its people interact with other people from
around the world.
In an effort to set-the-stage for reviewing literature on global competency and
community college hospitality programs, the researcher employed a more flexible and
less structured use of theories and concepts. Because global competency encompasses
so many different facets which include language, customs, culture, world geography,
international economics, global politics, world religion, and travel and tourism, the
literature review employed a more eclectic framework that utilized multiple theories
and concepts.
A review of World Culture Theory explained how people become conscious
of and give meaning to living in the world as a single place. Most important, World
Culture Theory strengthened this study by recognizing the global interconnectivity of
all of us, and ever apparent need for globally competent students and citizens. The
review of Multicultural Education Theory facilitated an understanding of culture from
a personal, national, and global perspective. This is especially important because as
hospitality management students begin their global careers, they will undoubtedly
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communicate and interact with international travelers and guests from a multitude of
cultural backgrounds. Such communication and interaction may be enhanced through
a hospitality management student’s global competencies.
In an effort to examine the possible application of global competency into
hospitality management curriculum, Adult Learning Theory and the associated
concept of student learning outcomes were reviewed. The specific theories and
concepts of andragogy and experiential learning and the related components of selfdirected and lifelong learning were presented. These learning theories, concepts and
related elements offered both an expansive yet focused examination of the concept of
global competency in hospitality management programs. The requisite need of
student assessment through the use of student learning outcomes provided a review of
the possible channels through which community college hospitality programs can
incorporate or infuse global competency into hospitality courses.
As Merriam and Simpson (2000) state “The purpose of a literature review is
to summarize and integrate previous work and to offer suggestions for future
inquiries.” (p. 31). Therefore, this literature synthesized scholarly and peer reviewed
information and data on global competency, world culture, multicultural education,
adult learning, and student outcomes. This literature was a compilation of resources
garnered to identify, examine, and evaluate how and in what ways the concept of
global competency is found within the curriculum of hospitality management
programs at community colleges in northeast Illinois.
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CHAPTER 3
RESEARCH DESIGN
Introduction
This section presents the research study design as well as the elements used to
establish soundness of the study. Specifically, this study exercises a research design
that offers a methodical and orderly construct for performing this research. The
purpose of this study is to identify how and in what ways the concept of global
competency is found within the curriculum of hospitality programs at community
colleges in northeast Illinois. The research questions arising from the purpose serve as
a dynamic force in identifying the appropriate research study design and
methodology.
This study utilizes a basic approach that is empirical in nature. Empirical
research can be defined as “relying or based on practical experience without reference
to scientific principles” (Webster’s, 2007, p. 466). According to Merriam and
Simpson (2000) “Knowing through one of the five senses is classified as empirical
knowledge. Here, one’s senses are trusted to reveal truth. The use of feeling as the
source of knowledge…” (p. 3). Therefore, this study is empirical research and
provides a rich and detailed presentation of data and information gathered from the
experience and practice of those in the hospitality field.
The findings of this research will assist in developing hospitality curriculums
that incorporate elements of global competency. In addition, the research findings are
applicable not only to two year hospitality programs in Illinois, but also to hospitality
curricula in community colleges across the United States.
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Research Design
This study is a qualitative inquiry using a case study method and situated in
the interpretive paradigm. Research questions arising from the purpose will drive this
study and provide data related to the familiarity and knowledge that hospitality
directors and coordinators possess concerning the concept of global competency in
their curriculums.
Qualitative Research
Dr. Norman K. Denzin, Distinguished Professor of Communications,
Sociology, and Humanities at the University of Illinois, Urbana-Champaign, and Dr.
Yvonna S. Lincoln, Distinguished Chair of Educational Leadership and Professor of
Higher Education at Texas A&M University (2005), state that “Qualitative research is
a situated activity that locates the observer in the world. It consists of a set of
interpretive, material practices that make the world visible. These practices transform
the world.” (p. 3). Because of this, qualitative research “…is well suited for the
purposes of description, interpretation, and explanation. The reason for choosing a
qualitative methodology revolves primarily around the type of question or problem to
be explored” (Lee, Mitchell, and Sablynski, 1999, p. 164). Therefore, a qualitative
research paradigm guides the research process in discovering how and in what ways
the nature of global competency is found in hospitality program curricula.
In qualitative research, one must consider that both the researcher and the
study participants view the world through a unique and different set of lenses or
paradigms. A paradigm is “an overall concept accepted by most people in an
intellectual community, as those in one of the natural sciences, because of its
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effectiveness in explaining a complex process, idea, or set of data” (Webster’s, 2007,
p. 1043). Dr. Jerry W. Willis (2007), Professor and Associate Dean for Research in
the College of Education at Louisiana State University, explains a paradigm as “a
comprehensive belief system, world view, or framework that guides research and
practice in a field.” (p. 8). In qualitative research, paradigms can vary due to core
theories that direct researchers to choose certain research methodologies.
Lake (2005) further develops this viewpoint by stating “Qualitative research is
characterized as the attempt to obtain an in-depth knowing or understanding of the
meanings and/or definitions of the situations presented by the participants rather than
the production of a quantitative measurement of their characteristics or behaviors.”
(p.13). Because the research focuses on accessing elements of global competency
through interviewing hospitality program coordinators, qualitative research provides a
solid foundation for an in-depth analysis of participants and curriculum so that rich
data can be collected and analyzed.
Dr. Robert K. Yin (2003), President and CEO of the COSMOS Corporation
and well respected researcher and social scientist states “five components of a
research design are especially important” (p. 21). They include:
1. The study’s questions.
2. The study’s propositions.
3. The unit(s) of analysis utilized in the study.
4. The judgment linking data to propositions.
5. The criteria for understanding the results. (p. 21)
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Creswell (1998) notes “Qualitative research is an inquiry process of
understanding based on distinct methodological traditions of inquiry that explore a
social or human problem.” (p.15). This study explores global competency in the
social and human realms of world culture, multicultural education, and adult learning.
Dr. Sharan B. Merriam (1998), Professor of Adult and Continuing Education
at the University of Georgia in Athens, Georgia, further sheds light into qualitative
research by stating that it is “an umbrella concept covering several forms of inquiry”
(p. 5). Dr. Robert C. Bogdan, Professor of Cultural Foundations of Education,
Teaching and Leadership at Syracuse University, and Dr. Sari Knopp Biklen,
Professor of Cultural Foundations of Education and who is the Laura and Douglas
Meredith Professor for Teaching Excellence and Department Chair at Syracuse
University, Syracuse, NY, (2007), describe five features that assist in reinforcing the
use of a qualitative design for this research. These five features include: “naturalistic;
descriptive data; concern with process; inductive; and meaning” (pp. 4-7). Such
characteristics not only provide a frame of reference, but also establish a logical order
in which to conduct qualitative research on global competency in hospitality
programs. Therefore, various aspects of each of these five qualitative features are
utilized during the different phases of this study.
In addition, because this study progresses under the auspices of a qualitative
research paradigm, an environment naturally develops where the researcher can
openly observe and interact with participants without interruption. More specifically,
Merriam (1998) points out a qualitative research paradigm “helps us understand and
explain the meaning of social phenomena with as little disruption of the natural
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setting as possible.” (p. 5). Denzin and Lincoln (2005) concur and feel that qualitative
researchers are always hoping to get a more in-depth awareness of the topic and
material. However, it is Creswell’s explanation of the qualitative research paradigm
that most closely aligns with the purpose of this study. Creswell (1998) believes “the
researcher builds a complex holistic picture, analyzes words, reports detailed views of
informants, and conducts the study in a natural setting.” (p. 15).
The natural setting is one of the most important features of this study. The
interviewing of hospitality coordinators was undertaken in a comfortable and ordinary
environment. All interviews were conducted in or near the personal offices of the
participants. By completing the interviews within this context, the researcher believed
that the information, data, interactions, and general observations were augmented by
carrying out the interviews in a location where each coordinator felt relaxed and safe.
In general, interviewees that feel calm and content may be better able to communicate
verbally and nonverbally with the researcher.
Because qualitative research centers on the meaning, process, and
understanding during communication, the results are usually richly descriptive
(Merriam, 1998). Therefore, the interviews were carried out in a manner in which the
interviewer was cognizant of important communication traits such as tone of voice,
body language, facial expressions, gestures, and overall mood of participants.
In addition, utilizing a qualitative research paradigm during data collection
further expands the depth and breadth of this study through several important
features. These features include attaining data that is specific, richly descriptive,
process or content driven, and inductive.
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The first important feature of a qualitative research framework or paradigm is
that the researcher can gather data in a particular or specific setting. In this study, the
focus is community college hospitality management programs. This setting provides
the researcher with access to direct data from participant interviews and observations.
Because the interviews take place in an atmosphere where hospitality coordinators
can function normally without any lengthy interruption to their daily work schedules,
data can flow freely from participants to the researcher.
Second, qualitative research data is richly descriptive. Through the use of
interviews, observations, field notes, class syllabi, and demographic questionnaires,
the compiled data takes the form of described words, phrases, and paragraphs. In
contrast, quantitative research data is often in the form of numbers. In quantitative
research, subtle clues or evidence is often missed by the researcher during interviews
and observations. Therefore, qualitative research nicely compliments the study of
global competency through a very detailed and thorough analysis of hospitality
programs.
Whether through interviewing or direct observation of participants, every
element and component can be employed to assist the researcher in developing an indepth understanding of global competency in hospitality programs. In qualitative
research nothing is taken for granted and all data gleaned from participants and
relevant documents are used to enrich understanding and gain meaning of the
research purpose. In qualitative research, clues can come not just from interviews and
documents, but from environmental elements as well. Such things as the way

95
participants are dressed, their general demeanor, attitude, and even posters on the
walls of the classrooms can provide insightful data to the researcher.
The third important feature of qualitative research is that it focuses on the
process or content of a study instead of just the final results or outcomes. This is
especially important to this study because the focal point is not only the concept of
global competency, but also the salient viewpoints and perspectives of hospitality
coordinators as it relates to culture. What global and/or cultural competency skills do
hospitality management students need to successfully interact with guests and
customers from around the world? The process of how hospitality coordinators view
culture is a key component to gleaning insights and understanding as to the current
state of global competency in hospitality management programs. Therefore, this
qualitative research design provides a wide-ranging examination of participants’
thoughts, ideas, and their own cultural norms related to global competency.
And lastly, qualitative research provides this study with a framework to
inductively interpret and evaluate data. This study does not have any preconceived
hypotheses of global competency in hospitality management programs. Nor does this
study set out to confirm or refute any scientific notions that relate to qualitative
research. Instead, through interviewing seven hospitality coordinators, data from the
interviews emerges to form a pool of concepts, ideas, and viewpoints. A qualitative
study, however, allows the researcher to collect data, examine the data, and then form
hypotheses or theories. This process is unique to qualitative research. Ultimately, the
research data travels through a process to a destination that is not known.
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Because qualitative research is concerned with how participants construct
meaning throughout their daily lives. Qualitative research seeks out the way in which
people interpret, express, experience, and explore the world around them. From this, a
detailed and richer understanding materializes from time spent with participants in a
natural setting. In this research, the true meaning of global competency becomes more
apparent to the participants as well as the researcher.
Case Study
For the purpose of this study, a case study method was selected. A case study
offers a flexible medium in which to explore the concept of global competency in
hospitality curriculums. Yin (2003) notes a “case study is used in many situations to
contribute to our knowledge of individual, group, organizational, social, political, and
related phenomena.” (p.1). In particular, Yin (2003) states that a case study
“investigates a contemporary phenomenon within its real-life context, especially
when the boundaries between phenomenon and context are not clearly evident.” (p.
13).
Such a concept is at the core of this research. A case study assists the
researcher by setting-the-stage for the exploration into the phenomenon of global
competency. Each individual case study has special features associated with the
research. Table 30 illustrates three components that are vital to a case study situated
in the qualitative paradigm.
The three features described by Merriam (1998) fit nicely within the context
of this study. First, the particularistic component of this study is the phenomenon of
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global competency. Second, the descriptive element is drawn and develops from
transcribed interviews and field notes.
Table 30. Special Features of Qualitative Case Studies
Feature
Particularistic

Definition
The case study centers on a specific phenomenon, situation,
program, or event.

Descriptive

The final result of a case study is an in depth and rich description
of the phenomenon that is being studied.

Heuristic

The case study sheds light on the reader's comprehension of the
phenomenon under study.

Adapted from Qualitative Research and Case Study Applications in Education (pp. 29-30), by S. B.
Merriam, 1998, San Francisco, CA: Jossey-Bass. Copyright by John Wiley & Sons, Inc.

And lastly, the heuristic component illuminates the participants’ viewpoints,
ideas, and understanding of global competency as well as the synthesis and
interpretation of the research findings via the researcher’s lens.
More specifically, a case study is initiated with focused questions that are
exploratory in nature. Creswell (1998) offers further insight into developing research
questions that are exploratory. In particular, Creswell (1998) states that research
questions that begin with the word “what” often fit succinctly within the realm of
qualitative research. Yin (2003) seems to concur with Creswell when he states that
exploratory case studies should focus on “what” questions.
These types of questions require critical thinking and communication on the
part of participants. Reponses by interviewees can elicit information and data that
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have very diverse ideas and alternative points of view. Also, research questions that
begin with how and also why will support the use of case studies as a research tool
(Yin, 2003). To maximize and fully explore global competency in community college
hospitality management programs, a combination of what and how questions will be
utilized.
Case studies use interviewing as one of the primary strategies to gather data.
Dr. Robert E. Stake, Professor of Education as well as the Director of the Center for
Instructional Research and Curriculum Evaluation (CIRCE) at the University of
Illinois, Urbana-Champaign (1995), notes “We are interested in them [interviewees]
for both their uniqueness and commonality. We seek to understand them.” (p.1).
Also, Stake (1995) mentions that “We would like to hear their stories.” (p.1). Willis
(2007) concurs indicating that case studies have several advantages:
1. It allows a researcher to collect rich, in-depth data in a genuine situation.
2. Is holistic and sustains the thought that a great deal of what we recognize
about human actions is related to lived experiences in the societal milieu.
3. Unlike investigational research, it can be completed without prearranged
goals and hypotheses. (p. 240)
Besides interviewing, other data gathering techniques will be employed to assist
the researcher in gathering data. According to Yin (2003), there are six main sources
for gathering data. Yin (2003) notes “that no single source has a complete advantage
over all the others. In fact, the various sources are highly complementary, and a good
case study will therefore want to use as many sources as possible” (p. 85). Table 31
highlights Yin’s six data collection sources used in case studies.
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Table 31. Six Sources of Evidence for Gathering Data
Source

Specific Type(s)

Documentation “Letters, memoranda, and other communiqués” (p. 85)
Archival

“computer files and records…. Service records; Organizational records;

Records

Maps and charts; Lists of names; Survey data; Personal records” (pp.
88-89).

Interviews

“guided conversations…. pursuing a consistent line of inquiry” (p. 89).

Direct

“can involve observations of meetings, sidewalk activities, factory

Observations

work, classrooms, and the like.” (p. 92)

Participant

“Being a resident in a neighborhood that is the subject of a case study”

Observations

(p. 94)

Physical

“physical or cultural artifact—a technological device, a tool or

Artifacts

instrument, a work of art, or some other physical evidence.” (p. 96)

Adapted from Case Study Research: Design and Methods (pp. 85-96), by R. K. Yin, 2003, Thousand Oaks,
CA: Sage. Copyright by Sage Publications, Inc.

While all these sources have unique components and generate different types
of data, they all reside in a system that is bounded. According to Stake (1995) a “case
is a specific, a complex, functioning thing…. [and] has a boundary and working
parts.” (p. 2). Creswell (2007) sheds further light into bounded systems by noting “the
investigator explores a bounded system…over time, through detailed, in-depth data
collection involving multiple sources of information (e.g., observations, interviews,
audiovisual material, and documents and reports), and reports a case description and
case-based themes.” (p. 73).
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Therefore, a case study format fits concisely with this research; it allows
the researcher to fully explore the concept of global competency through the thoughts
and ideas of hospitality program coordinators in a naturalistic setting. In addition, a
case study is a very versatile methodology because it “…optimizes understanding by
pursuing scholarly research questions. It gains credibility by thoroughly triangulating
the descriptions and interpretation, not just in a single step but continuously
throughout the period of study.” (Stake, 2005, pp. 443-444).
In this study, credibility and soundness develop through triangulating data. By
utilizing several sources of data, a more complete understanding of global
competency in community college hospitality management programs can be
ascertained. Yin (2003) states that a case study “relies on multiple sources of
evidence, with data needing to converge in a triangulating fashion…” (p.14). Also,
Yin (2003) expresses the benefit of using a case study when he notes “the case study
as a research strategy comprises an all-encompassing method—covering the logic of
design, data collection techniques, and specific approaches to data analysis.” (p. 14).
In essence, all of the data resources converge into a complete case study. Figure 1
highlights the convergence of data resources in this study.
In addition, data sources provide the information and materials for analysis
and interpretation. Most important, great care will be taken prior and during data
collection, throughout data preparation and analysis, as well as interpretation of the
data. This will assist the researcher in establishing rigor and research soundness.
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Figure 1. Convergence of Data Resources

Interpretive Paradigm
In considering the many different elements or characteristics of meaning,
sense making, and reality associated with an interpretive paradigm, one must first
address the purpose of the research. Willis (2007) notes “an interpretivist view of
reality has to do with the purpose of research…. Interpretivists believe an
understanding of the context in which any form of research is conducted is critical to
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the interpretation of the data gathered.” (p. 98). According to Denzin and Lincoln
(2005) “all research is interpretive; it is guided by the researcher’s set of beliefs and
feelings about the world and how it should be understood and studied.” (p. 22).
Because of this viewpoint, this study includes an in-depth literature review of World
Culture Theory, Multicultural Education Theory, Adult Learning Theory, and student
assessment. Although the researcher has a wealth of experience and knowledge in the
hospitality field, having an in-depth knowledge of these theories and concepts will
assist the researcher in analyzing information and more importantly, interpreting the
data and drawing appropriate conclusions.
In addition, Willis (2007) indicates the “question of interpreting data in
context highlights the concern intrepretivists have about the situatedness of
knowledge. Thus, the goal of interpretive research is an understanding of a particular
situation…more than the discovery of universal laws or rules.” (p. 99). Hence, in
considering the reason or purpose for conducting research, this study focuses heavily
on the verstehen of global competency. Verstehen is a German word that refers to the
“understanding” of something. Specifically, it conveys the premise that an
understanding of the essential elements of a situation is a worthy purpose (Willis,
2007).
To fully understand any situation using an interpretive paradigm, Willis
(2007) believes the researcher should be cognizant of five conceptual areas. Table 32
illustrates the five areas as well as the resulting viewpoints of each relative to
interpretivism.
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Table 32. Five Major Concepts of Interpretivism
Issues

Interpretivism

Nature of reality

Reality is socially constructed

Purpose of research

Reflects an understanding of something

Acceptable methods of data

Objective and subjective research
approaches are allowed

Meaning of data

Understanding is contextual in nature
and universals are deemphasized

Relationship of research to practice

Both direct and eventually become the other

Adapted from Foundations of Qualitative Research: Interpretive and Critical Approaches (p. 95),
by J. W. Willis, 2007, Thousand Oaks, CA: Sage Publications. Copyright 2007 by Sage
Publications, Inc.

Denzin and Lincoln (1994) write about the perspective of interpretivism when
they state “Fieldworkers can neither make sense of nor understand what has been
learned until they sit down and write the interpretive text, telling the story first to
themselves and then to their significant others, and then to the public.” (p. 502).
Merriam (1998) brings further insight to the concept of interpretivism by stating:
In interpretive research, education is considered to be a process and school is
a lived experience. Understanding, the meaning of the process or experience
constitutes the knowledge to be gained from an inductive, hypothesis-or
theory generating (rather than a deductive or testing) mode of inquiry. (p. 4)
Therefore, an interpretive paradigm will be employed throughout this study.
This provides the researcher with the needed framework to develop insights about the
research findings and how they specifically relate to the concept of global
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competency in hospitality management programs. This study takes into consideration
all five of the major concepts related to interpretivism. Furthermore, because
interpretivists seek to understand particular components within research through the
text that they interpret, multiple avenues of data collection that capture richly
descriptive data is essential.
These avenues of data collection include interviews, course syllabi, field
notes, and demographic questionnaires. These resources provide the researcher with
the perspectives and viewpoints on how individuals understand the world in which
they live. Use of the interpretive paradigm offers a means to discover how hospitality
program coordinators understand global competency and how the data they provide
relate to theories of world culture, multicultural education, adult learning, and the
concept of student assessment.
Participant Selection
Northeastern Illinois community college hospitality coordinators are key to
providing great insights and rich pertinent information central to the study’s purpose.
Thus, purposeful sampling was deemed to be the most appropriate sampling
technique process for garnering the involvement of the most appropriate study
participants. According to Merriam (1998) “Purposeful sampling is based on the
assumption that the investigator wants to discover, understand, and gain insight and
therefore must select a sample from which the most can be learned.” (p. 61). This
study seeks to explore the inner-workings of hospitality management curriculums.
Hospitality management curriculums can include courses in Hotel Management,
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Hospitality Marketing, Convention Management, Restaurant Management,
Hospitality Law, Travel and Tourism, and Foodservice Operations.
For this research, four elements are set forth as criteria for inclusion of
participants in this study. Table 4 references these four required elements.
Table 4. Selection Criteria for Community Colleges and Proprietary Schools
1. Located in northeast Illinois
2. Designated as a Community College or Proprietary School
3. Offer Associate of Applied Science Degrees (AAS) or Certificates in
Hospitality or Hotel Management
4. Accredited by The Higher Learning Commission of the North Central
Association of Colleges

The four selection requirements assist the researcher in framing or bounding
the research. Each one of the elements can be thought of as a working part or
component that forms an integrated system. Yin (2003) describes the system as being
“all-encompassing” and “comprehensive” (p. 14). Stake (2005) mentions, coherence
and order can be found within the boundaries of a system. The four selection criterion
direct and/or focus this research. In this case, the system is bounded by region
(northeast Illinois), place (community colleges and proprietary schools), program
(hospitality management associate degrees or certificates), and accreditation (higher
learning commission). While all these elements may be separate, they synthesize to
form a whole.
Within the northeast region of Illinois, there are twenty community colleges
and three proprietary institutions that offer hospitality curricula. However, not all of
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these institutions meet the four qualifying criteria for this study. Table 33 summarizes
the institutions and their qualifying elements.
Table 33. Overview of Institutions that Meet Selection Criteria
Northeast
Illinois

Community
AAS or Certificate in
College or
Hospitality / Hotel
Proprietary
Mgmt.
CC A
X
X
X
CC B
X
X
X
CC C
X
X
X
CC D
X
X
X
CC E
X
X
X
CC F
X
X
X
CC G
X
X
X
CC H
X
X
CC I
X
X
CC J
X
X
CC K
X
X
CC L
X
X
CC M
X
X
CC N
X
X
CC O
X
X
CC P
X
X
CC Q
X
X
CC R
X
X
CC S
X
X
CC T
X
X
PS A
X
X
PS B
X
X
PS C
X
X
CC = Community College PS = Proprietary School

Higher
Learning
Commission
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X

Based on the four criteria, seven community colleges qualify for inclusion in
this research. The main qualifying element was that all seven institutions offer an
associates degree of certificate in Hospitality/Hotel Management. None of the
proprietary institutions offer AAS degrees or certificates in these areas. While some
did offer AAS degrees or certificates in culinary arts and foodservice management,
this study focuses solely on hospitality and/or hotel management. Therefore, only
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community colleges were part of the data collection and analysis. Because the seven
coordinators were chosen based on these elements, the selection criterion does not
focus on race or gender of the participants. Figure 2 illustrates the general locations of
the seven participants.
Figure 2. Map of Northeast Illinois
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Adapted from Chicago and Vicinity map by Apartments.com, 2009, Chicago, IL: Classified
Venture, LLC. Copyright 2009 by Classified Venture, LLC.

In addition, this study focuses on two-year associate of applied science (AAS)
degrees and certificates in hospitality and hotel management. Typically, an associate
of applied science (AAS) degrees require 15-17 semester hours in general education
and 49-55 semester hours in core courses and electives. Total semester hours for an
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AAS in the seven northern Illinois community colleges range from 64-72. Hospitality
certificates range from 20-38 credit hours. In these seven community college
hospitality programs, students are required to take similar hospitality courses.
However, there can be some slight variances in the core courses and elective courses
between each of the seven hospitality management programs.
The numbers of students enrolled in hospitality AAS degrees and certificates
in northeast Illinois is significant. Table 34 synthesizes total student enrollments for
all seven hospitality curriculums over a fiscal timeframe of three years.
Table 34. Hospitality Program Enrollments
College
CC # 1
CC # 2
CC # 3
CC # 4
CC # 5
CC # 6
CC # 7
Totals

2005
299
206
344
97
63
402
1,411

2004
312
Program Not Yet Established
233
455
249
196
354
1,799

2003
303
214
422
197
139
343
1,618

Adapted from “Data and Characteristics of the Illinois Public Community College System 2004, 2005,
and 2006,” by the Illinois Community College Board, Annual Unduplicated Enrollment by Academic
Program by College. Copyright 2007 by the Illinois Community College Board.

Please note: the data and characteristics reports for the years 2004, 2005, and
2006, represent the years of publication. However, each individual report provides
fiscal data for the prior year. Therefore, actual enrollment numbers are for 2003,
2004, and 2005. Also, while community college # 2 was included in this study, their
program was not officially established until 2006. Thus, CC #2 did not have
enrollment numbers for the years listed above.
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Due to the location of these participants as well as the number of students they
serve, hospitality management programs represent a dynamic channel through which
to incorporate global competencies into students’ courses. By infusing global
competencies into hospitality curriculum, community colleges can provide hospitality
management students with the needed skills to successfully work as hospitality
professionals. Global competencies will allow hospitality students to efficiently and
effectively communicate and interact with guests and travelers from around the
world.
Limitations of the Study
It was imperative the researcher examine the study, its methodology, the
design, the analytical process, and the study’s findings as a whole unit. The researcher
was mindful of qualitative case study limitations by carefully designing the research
study.
Dr. Michael Quinn Patton (2002), Graduate Faculty at the Union Institute in
Cincinnati, Ohio, believes the issue of credibility centers on three interrelated
elements. Table 35 highlights these three elements with associated explanations.
While all three have been incorporated into this research, the most vital is
rigorous methods. The researcher included several components to enhance the rigor
of this research. These were credibility, dependability, and confirmability of the data.
Lincoln and Guba (1985) have identified that the researcher and interview
participants who are involved in a qualitative study will construct and fashion their
own reality throughout the process. They point out that the researcher’s personal and
professional principles direct as well as form research findings.
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Table 35. Three Elements for Establishing Credibility in Qualitative Research
Elements
Rigorous Methods

Explanation
Produce premium data that is systematically evaluated
with concentration on issues of credibility.

Credibility of

Is dependent on training, knowledge, track record,

the Researcher

position, and presentation of one’s self.

Philosophical Belief in

A basic appreciation of qualitative methods, inductive

Qualitative Research

analysis, naturalistic inquiry, and purposeful sampling.

Adapted from Qualitative Research & Evaluation Methods (pp. 552-553), by M. Q. Patton, 2002,
Thousand Oaks, CA: Sage. Copyright 2002 by Sage Publications, Inc.

Lincoln and Guba (1985) also believe the fundamentals of epistemology,
which are based on the study and limits of knowledge and reality, are based on values
and value judgments, and not necessarily facts. Hence, the results of a qualitative
study and the claims to truth or reality are socially constructed. Therefore, the
researcher was continually sensitive to the realities and biases held by the research
participants as well as himself.
Another limitation that must be addressed is the skill and experience of the
researcher. Merriam (1998) feels the researcher as a human instrument is restricted by
being human—opportunities can be missed, errors can happen, and the researcher’s
personal biases can impede the research. Patton (2002) sheds further light into the
subject by pointing out:
Because qualitative inquiry depends, at every stage, on the skills, training,
insights, and capabilities of the inquirer, qualitative analysis ultimately
depends on the analytical intellect and style of the analyst. The human factor
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is the great strength and the fundamental weakness of qualitative inquiry and
analysis—a scientific two-edged sword. (p. 433)
Thus, the researcher as the prominent “tool” for this research could introduce
biases into all segments. Throughout the research process, objectivity was strived for,
but subjectivity was more than likely realized. According to the Webster’s New
College Dictionary (2007), subjective can be defined as “existing or originating
within the observer’s mind or sense organs and hence, incapable of being checked
externally or verified by other persons” (p.1426). Lake (2005) notes “Subjectivity is
an amalgamation of all that is the researcher. Values, ideas, intellect, experiences, and
circumstances all interact with the particulars and the design of the research.” (p.
185). During the study, an enhanced alertness and consciousness on the part of the
researcher’s own subjectivity encouraged an unremitting internal check all the way
through the process.
The undivided attention or time which the hospitality management program
coordinators were able to give to the researcher could have been limited.
Coordinators needed to effectively and efficiently balance their teaching schedules,
running the daily operations of their respective hospitality programs, and setting aside
quiet time to reflectively participate in the study. Interviews were conducted at a
variety of times taking place between teaching periods, during coordinating hours,
and in a few cases, before and after working hours. It is this “squeezing in” of the
interviews, the timing between and around their busy schedules which may have
limited their recall and discussion relative to the topic of global competency.
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CHAPTER 4
DATA COLLECTION AND STRATEGIES FOR ANALYSIS
Data Collection
Qualitative research data explores the experiences, interactions, and
communications intrinsic in social settings. Given this, the data in this study
integrates each study participant’s ideas, beliefs, values, and realities that result in a
picture at a particular moment in time. Also, qualitative research can be useful in
bringing forth new dimensions of understanding and insights. This study incorporates
four techniques for data collection that encompasses the viewpoints and ideas of
hospitality program coordinators. These sources include face-to-face interviews, field
notes, demographic questionnaires, and document retrieval from course syllabi.
According to Merriam (1998) interviewing is perhaps the most widespread
form of data collection. The actual process of interviewing is so ordinary that it often
progresses in a manner more akin to an informal conversation without proper
attention being given to its precise purpose. Patton (2002) points out the purpose of
interviewing is to enter into a participants’ point of view. More specifically, to
explore and then determine what is in and on the interviewee’s mind.
Bogdan and Biklen (2007) further shed light into interviewing by noting that
the interview is used to collect data in the participants own words and can create
insights on how individuals comprehend and interpret pieces of their world.
Therefore, the interviews and the resulting transcribed data can create an open
window into the lived experiences of hospitality coordinators.
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The actual format for interviewing participants can range from structured to
unstructured interviews. Patton (2002) recognizes three types of interview formats:
the informal conversational interview, general interview guide approach, and the
standardized open-ended interview. Because interviews provide data concerning
experiences and events of which little may be known, it can be a very useful tool in
gathering contextual data. The main question at the core of this study is whether or
not the construct of global competency exists in the curriculum of hospitality
programs in northeast Illinois. Because global competency deals with elements such
as culture, language, and travel, as well as disciplines such as economics, politics,
geography, and business; global competency can be inherently contextual and
complex in nature.
For that reason, interview questions that elicit rich and descriptive data are
desirable. Dr. Egon G. Guba, Professor Emeritus of Education at Indiana University
and Dr. Yvonna S. Lincoln (1981), Professor of Education at Texas A&M, believe
open-ended questions can be useful if “the issue is complex, the relevant dimensions
are not known, or the interest of the research lies in the description of a phenomena,
the exploration of a process, or the individual’s formulation of an issue.” (pp. 177178).
Introductory letters (Appendix D) and interview questions (Appendix E) were
sent to participants two weeks prior to the actual interview. Consent forms were given
to coordinators the day of the interview and a signed copy was given to each
participant (Appendix F). The original consent form was retained by the researcher.
The consent forms will be kept in a locked cabinet at the researcher’s home for seven
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years. Because the letter of introduction and interview questions were sent prior to the
scheduled meeting, none of the coordinators were caught off guard with unexpected
questions or unexplainable elements of the study. This allowed participants time to
familiarize themselves with the study and review interview questions.
More importantly, the coordinators could prepare and organize their answers
to the interview questions if they so desired. The introductory letter with the
accompanying five steps to global competency by Russo and Osborne (2004), as well
as the interview questions served to focus and guide the interview. No follow-up
interviews were needed. However, telephone calls were made to confirm certain
program and curriculum information.
Over a period of 1½ months, face-to-face interviews were conducted with the
seven community college hospitality coordinators. In an effort to reduce any intrusion
or undue influence on the coordinators while in their work environment, one person
carried-out all seven interviews. Participants were given the same questions and all
were asked in the same order. The questions were phrased and worded in an openended format. Actual interview sessions were 1 to 1½ hours in length. This timeperiod allowed for a degree of subsequent inquiry, elaboration, and clarification to the
original questions. Use of open-ended questions led to a more cordial and
enlightening dialogue and exchange between the interviewer and program
coordinators.
All interviews were audio tape-recorded in an effort to assure documentation
of spoken words during conversations with participants and reduce loss of
information. None of the participants objected to being tape-recorded. Only one of the
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participants exhibited a little outward nervousness when being recorded, but during
the interview, this gradually abated. Rapport was quickly developed and assisted in
making the participants feel more at ease with the interview process. Also, by tape
recording the interviews, the interviewer was able to stay sharp, thoughtfully
conscious, and above all focused during the interviews.
All interviews were professionally transcribed by a local transcription service.
A confidentiality form from each transcriptionist was signed and kept in a locked file
cabinet at a secure location (Appendix G). Taped transcriptions of the interviews
were provided to participants for authentication and accuracy checks during the data
analysis phase of the study.
Possible problematic areas were identified and addressed during the interview
process. Challenges with interview questions can include elements such as: are
participant responses complete, have all interview questions been fully answered, and
is all relevant contextual information included such as date, time, and place. Taking
this extra step in addressing problematic areas during data collection increases the
accuracy and overall quality of data analysis. It also served as an element in
developing and maintaining the study’s audit trail to enhance transparency.
This study included secondary methods for data collection that were
integrated into analysis. These secondary methods included descriptive and reflective
field notes, demographic questionnaires, and relevant document retrieval from course
syllabi.
Patton (1990) indicates that numerous sources of information are wanted
because no single source of data can be relied upon to offer a complete viewpoint.
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Patton (1990) also notes a combination of sources can assist the fieldworker in
affirming and cross-checking data results. Employing each of these data collection
methods capitalized on the strong points of each source, thereby enhancing the
information and data compiled to answer the study’s driving questions. Merriam
(1998) states “collection and analysis should be a simultaneous process in qualitative
research.” (p. 155). Lake (2005) further develops this thought by stating “Coherent
data interpretation begins formulation during both data collection process, during and
at the conclusion of data analysis.” (p. 102).
Data Analysis Strategies
Dr. John W. Creswell (2007), Clifton Institute Professor and Professor of
Educational Psychology at the University of Nebraska-Lincoln, points out “Data
analysis in qualitative research consists of preparing and organizing the data…for
analysis, then reducing the data into themes through a process of coding and
condensing the codes, and finally representing the data in figures, tables, or a
discussion.” (p. 148). Bogdan and Biklen (2007) concur by noting that analysis is the
procedure of working with data, arranging it, separating it into controllable units,
coding it, synthesizing it, and identifying patterns. Dr. D. Soyini Madison (2005),
Senior Fulbright Scholar and visiting lecturer, as well as Associate Professor in the
Department of Communication Studies at the University of North Carolina at Chapel
Hill, notes that during the data analysis process, the investigator should create a point
of view and/or a position that indicates the theoretical perspective in use throughout
the study.
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In qualitative research studies, inductive analysis is often employed by the
researcher. Inductive data analysis can be defined “as a process for ‘making sense’ of
field data. The sources of such data may be interviews, observations, documents,
unobtrusive measures, nonverbal cues, or any other qualitative or quantitative
information pools.” (Lincoln and Guba, 1985, p. 202). Creswell (2007) believes
qualitative researchers construct patterns, themes, and categories in a bottom-up
fashion by arranging data into progressively more conceptual pieces of information.
While the study utilized specific categories that guide the study, new categories can
and are expected to surface. A hallmark of inductive data analysis is that it assists in
developing an inclusive set of ideas, themes, and categories.
Another type of analysis that can be useful to qualitative researchers is
deductive analysis. According to Lincoln and Guba (1985), deductive analysis usually
involves the use of a priori themes that have been brought to the forefront from a
research study. Willis (2007) ascertains “Qualitative research tends to accept and
encourage both induction and deduction in research and practice. In part, this is
because qualitative traditions do not distinguish so sharply between research and
practice.” (p. 213). Therefore, in analyzing and matching patterns of associations
during data analysis, induction and deduction are linked approaches. Inclusion of two
specific components—a priori categories garnered from previous research as well as
other themes presented by the participants themselves, assisted in reinforcing the
innate analytical flow between deductive and inductive data analysis.
Matthew B. Miles, well-known qualitative scholar and social psychologist and
A. Michael Huberman (1994), researcher and educator in the field of scientific
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epistemology, support the use of inductive and deductive analysis when they state “In
the life of a conceptualization, we need both approaches—and may well need them
from several field researchers—to pull a mass of facts and findings into a wide
ranging, coherent set of generalizations.” (p. 17). Patton (2002) confirms this by
noting over the phase of examination, an investigation may change from an inductive
approach—determining what the significant questions and variables are, to deductive
theory testing or outcome assessment that focuses on verifying and/or generalizing
research findings.
After the collection of data, analysis encompasses three pertinent areas. These
include data preparation, data description, and data interpretation. Stake (1995)
proposes a systematic approach when he asserts that data analysis is “a matter of
giving meaning to first impressions as well as to final compilations. Analysis
essentially means taking something apart.” (p. 71).
Patton (2002) suggests a similar procedural and systematic approach by
stating that data analysis is a precise way of compiling, arranging, and studying data.
Yin (2003) seems to concur with Patton (2002) when he notes that data analysis is
“examining, categorizing, tabulating, testing, or otherwise recombining both
quantitative and qualitative evidence to address the initial propositions of a study.” (p.
109).
The analytic strategy used in this research incorporated the technique of
content analysis. This technique assists in identifying salient themes and
characteristics within data sets. More specifically, content analysis can reveal
recurring patterns of words, ideas, and/or viewpoints. Content analysis also provides a
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channel through which findings emerge from data. Merriam (1998) notes that in some
sense, almost all qualitative analysis involves content analysis; this is because it
examines the actual content of interviews, field notes, and other documents. Thus,
content analysis focused on identifying patterns and themes related to the concept of
global competency.
In utilizing content analysis to examine data, Stake (1995), notes that “The
search for meaning often is a search for patterns…. Sometimes, we will find
significant meaning in a single instance, but usually the important meanings will
come from reappearance over and over.” (p. 78). Patton (2002) refers to patterns as
being “descriptive” while themes as more “categorical” in nature (p. 453). Table 36
presents a brief overview of both these data analysis components.
Table 36. Associated Definitions for Patterns and Themes
Patterns

“an arrangement of form; disposition of parts or elements; design” (p. 1056)

Themes

“a recurring, unifying subject or idea” (p. 1484).

Adapted from the New College Dictionary (pp. 1056 & 1484), by Webster’s, 2007, Cleveland, OH:
Wiley. Copyright 2007 by Wiley Publishing, Inc.

Content analysis assisted in identifying and interpreting both salient and
underlying concepts of global competency. Hence, this study’s data analysis followed
the steps suggested by Patton (2002) who states “Content analysis is used to refer to
any qualitative data reduction and sense-making effort that takes a volume of
qualitative material and attempts to identify core consistencies and meaning.” (p.
453).

120
Content analysis strengthened this research in several ways. First and
foremost, content analysis, through its discovery of patterns and themes, condenses
large amounts of information and data into smaller, more manageable groups. Over
the course of interviewing seven hospitality coordinators, information was collected
that included transcribed interviews, field notes, demographic questionnaires, course
catalogs, program brochures, free text books, and course syllabi. Content analysis
facilitated analysis by focusing only on pertinent data. It also assisted in reducing and
organizing large amounts of data.
Next, through using content analysis, the researcher was able to develop a
frame of reference for the data. By having neatly grouped and categorized data, a
visual map emerged. This visual map was used to compare and contrast data, as well
as reevaluate data to see if it was properly categorized. This frame of reference also
creatively assisted the researcher in understanding certain components associated
with the audit trail
Lastly, content analysis allowed for some of the initial data analysis to take
place during the data collection phase. Merriam (1998) expresses that data collection
and data analysis is a concurrent development in qualitative research. As Patton
(2002) notes, “In the course of fieldwork, ideas about directions for analysis will
occur. Patterns take shape. Possible themes spring to mind.” (p. 436). Data analysis
began during the middle stages of data collection. Due to this early content analysis
of data, a more critical and thorough investigation of global competency took place.
When analyzing data through the use of patterns, themes, or categories, the
data becomes bound within that specific framework. According to Dr. Ian Dey
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(1993), educator and researcher in the School of Social and Political Studies at the
University of Edinburgh, the connotation of categories is that it is bounded with small
pieces of information to which information is then assigned, along with the thoughts
that the information communicates.
During data analysis, some individuals become so ingrained in their analysis
that they view their research with tunnel vision. They focus the majority of their
attention on what is common and familiar in relation to themes and patterns. In doing
so, they overlook serendipitous discoveries that may be present in the data.
Serendipity can be defined as “luck, or good fortune, in finding something good
accidentally” (Webster’s, 2007, p. 1308).
Throughout data analysis, researchers often jot down their thoughts in the
margins of transcribed interviews, questionnaires, surveys, and documents. The
margins often produce fascinating and enlightening ideas that can further advance the
richness and breadth of the study. Miles and Huberman (1994) state that during
coding “if you are being alert about what you are doing, ideas and reactions to the
meaning of what you are seeing will well up steadily. These ideas...suggest new
interpretations, leads, [and] connections with other parts of the data” (p. 67). Marginal
notes included in this study have serendipitously produced core concepts for future
research on the subject of global competency and the hospitality industry.
Framework for Analysis
The distinctiveness of this study called for a logical plan to support the
soundness of the analytical process. Such a plan is organized and strengthened by
developing an analytical framework. A framework can be defined as something that
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has “a structure, usually rigid, serving to hold the parts of something together or to
support something constructed or stretched over or around it” (Webster’s, 2007, p.
561).
Before discussing the framework used to analyze data, a brief review of the
selection criterion is in order to assist in setting the stage for analysis. In chapter 3, it
was discussed that the selection criteria assists in bounding a case study. Table 4
reviews the four selection criteria forming this case study.
Table 4. Selection Criteria for Community Colleges and Proprietary Schools
1. Located in northeast Illinois
2. Designated as a Community College or Proprietary School
3. Offer Associate of Applied Science Degrees (AAS) or Certificates in
Hospitality or Hotel Management
4. Accredited by The Higher Learning Commission of the North Central
Association of Colleges
In analyzing the concept of global competency in hospitality programs, a
qualitative investigative approach known as framework analysis was employed. This
five-step framework for analyzing data was created and revised in a unique
qualitative research unit located in the United Kingdom. Developed by the National
Centre for Social Research (n.d.), this framework was purposely shaped for analysis
of applied and/or functional policy research. This method of analysis allows data to
be qualitatively analyzed by theme, pattern, or case and establishes a transparency for
all steps undertaken.
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Even though the common approach in Framework Analysis is inductive in
nature, it is flexible enough to allow for pre-existing or a priori concepts to be
included. Most important, framework analysis as a system is expansive enough to
permit the development of emergent concepts. The five prominent stages in
Framework Analysis include:
1. Familiarization
2. Identifying a thematic framework
3. Indexing
4. Charting
5. Mapping and interpretation
Stage 1. Familiarization of Data
The first stage in analyzing data is to reacquaint the researcher with the
study’s original purpose. This aids in making certain that the focus is on information
relevant to the study and assists in assuring that the investigator is kept on track.
Throughout the analysis, data accuracy figured prominently. One way to
ensure accuracy is to re-read and re-interpret data before breaking it down into
smaller units. Dr. Michael Agar (1980), Fulbright Senior Specialist and Professor
Emeritus at the University of Maryland in College Park, Maryland, recommends that
researchers fully read the transcripts a couple of times in an effort to possess a sense
of the interview as a complete unit before separating it into different sections. The
tape recorded interviews were cross-checked with the transcribed written documents.
To guarantee accuracy and completeness of this primary data source, transcripts were
read several times by the researcher.
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Also, secondary data sources such as field notes, demographic questionnaires,
and course syllabi were included as part of the data collected. Each time material was
reviewed, it resulted in a new familiarity with the data as well as a new level of
understanding. For member checking and elucidation purposes, interview transcripts
were e-mailed to each of the hospitality coordinators for review prior to beginning the
data analysis.
Specific elements such as the attitude and demeanor of the hospitality
coordinators, room arrangements, community college atmosphere, interruptions by
staff and students, and even minor nuisances such as the sounds, smells, and colors
encountered in the hospitality departments were noted. All these components have the
possibility of presenting clues to the thoughts and perspectives of the participants.
During data collection and analysis, an audit trail was established. Tracking
and cross-referencing data continued until analysis ended. Due to the audit trail, all
data analyzed could be traced back to the original materials from which the
information was compiled. Precise record keeping during research is vital and was
scrupulously preserved throughout the study.
The preparation and analysis of data encompassed examining the transcribed
interviews, methodical sorting of text, categorizing patterns and themes, verifying the
accuracy of data, and then converting the data into a logical yet easily readable format
for easy retrieval.
Stage 2. Identifying a Thematic Framework
The framework for this study was initiated from a core concept identified
before data collection started. To support the analytical flow of this study, analysis
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followed the thoughts and ideas of Miles and Huberman (1994) and began by
incorporating a priori themes or categories from previous research. According to
Creswell (2007), a priori codes are codes that are pre-established or pre-existing.
Also, a priori codes guide and direct data analysis.
Such a priori analytical themes were found in the seminal research paper
entitled The Globally Competent Student written by Russo and Osborne (2004). From
their exemplary paper, five a priori themes were utilized. Table 3 references these
five themes.
Table 3. Russo and Osborne’s Five Themes of a Globally Competent Student
Theme
Number
1

Theme Category
Has a diverse and knowledgeable worldview

2

Comprehends international dimensions of his/her major field of study

3

Communicates effectively in another language and/or cross-culturally

4

Exhibits cross-cultural sensitivity and adaptability

5

Carries global competencies throughout life

Adapted from “The Globally Competent Student,” by S. L. Russo & L. A. Osborne, 2004, para. 2-9.
Copyright 2004 by the National Association of State Universities and Land-Grant Colleges.

While analyzing data using these five themes, the framework was flexible
enough to remain open to surfacing, new categories, from which data appeared to fit.
The study was designed to maximize discovery by utilizing broad analytical themes
instead of just individual codes.
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Stage 3. Indexing (Coding of Categories)
An index can be defined as “a list describing the items of a collection and
where they may be found” (Webster’s, 2007, p. 725). In this study, indexing was the
method of applying a priori themes to interview transcripts and other secondary
sources. Therefore, indexing and the coding of themes related to arranging and
ordering data in an effort to understand what the data is saying. Patton (2002) points
out that interpreting and making logic of data that surfaces can be considered the
commencement of data analysis.
Coding of all data is the predominant technique commonly used in qualitative
research. Merriam (1998) defines coding as “assigning some sort of short hand
designation to various aspects of your data so that you can easily retrieve specific
pieces of the data. The designations can be single words, letters, numbers, phrases, or
combinations of these.” (p. 164). Patton (2002) further develops this definition by
noting that “Developing some manageable classification or coding scheme is the first
step of analysis. Without classification there is chaos and confusion.” (p. 463).
Bogdan and Biklen (2007) seem to echo this thought about the need for
coding when they point out “As you read through your data, certain words, phrases,
patterns of behavior, subjects’ ways of thinking, and events repeat and stand out.” (p.
173). The establishment of a coding system relevant to this research assisted in
organizing and retrieving data. Stake (1995) indicates that during the analysis and
interpretation of data, researchers can look for data patterns immediately while
observing participants and conducting interviews, as well as when actually coding.
Bogdan and Biklen (2007) bring additional insight into developing a coding system
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when they note “You search through your data for regularities and patterns as well as
for topics your data cover, and then you write down words and phrases to represent
these topics and patterns. These words and phrases are coding categories.” (p. 173).
Merriam (1998) identifies five guidelines in establishing whether or not a
code, a category, or a theme is sound. Table 37 exhibits these five guidelines.
Table 37. Five Guidelines for Determining the Efficacy of Categories
Categories Should…

What Categories do…

1. Reflect purpose

Provide answers to your study’s research questions.

of the research
2. Be exhaustive

Place all important and relevant data in a category or
subcategory.

3. Be mutually

A specific piece of data should fit into only one category.

exclusive
4. Be sensitizing

The name of the category should be sensitive to what is in
the data and an outside individual should be able to study
the category and get insight into its nature.

5. Be conceptually
congruent

The same stage of abstraction should distinguish all
categories at the same level.

Adapted from Qualitative Research and Case Study Applications in Education (pp. 183-184), by S.
B. Merriam, 1998, San Francisco, CA: Jossey-Bass. Copyright 1998 by John Wiley and Sons, Inc.

These five guidelines were utilized to assess the effectiveness or value of the a
priori themes set forth by Russo and Osborne (2004). Establishing efficacy in
analytical themes encourages soundness during data analysis.
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Data Analysis a priori
In selecting themes for analysis, Creswell (2007), explains that when using a
priori themes or codes, researchers should realize that there may be additional
categories and codes that surface when doing analysis. While these five a priori
themes were chosen from the work by Russo and Obsorne (2004), additional themes
may emerge from the data. Elements and components are found embedded in each
theme and are used for data analysis of all the data collected.
Such supplementary themes may shed influential light into the concept of
global competency in hospitality management programs in northeast Illinois. All of
the information for analysis was gleaned from transcribed interviews, filed notes,
demographic questionnaires, and course syllabi.
Theme # 1: Diverse and knowledgeable worldview
According to Russo and Osborne (2004) the globally competent student builds
a theoretical framework that enlightens the way they see the world. More specifically,
a student comes to view the world through multiple cultural lenses and is able to
recognize and welcome different perspectives. This study interviewed seven
hospitality program coordinators and acquired information that was content analyzed
for patterns.
Elements of Theme # 1:
1. Student compares and analyzes historical, political, cultural, economic,
scientific, technological and environmental growth.
2. Student has a growing awareness of the interconnectivity of the world.

129
Theme # 2: Comprehends international dimensions of field
The globally competent student not only creates a framework to enlighten
their worldview, but also searches to comprehend the international facets of their
chosen field of study (Russo and Osborne, 2004). Information was gathered from
sources and examined for its international content.
Elements of Theme # 2:
1. Student recognizes the need for the individual within the major or
discipline to possess international-awareness.
2. Student seeks out faculty, curriculum, and courses that fulfill their
international need.
Theme # 3: Communicates in other language/cross-culturally
Russo and Osborne (2004) note that while a globally competent student may
realize that English is viewed as the world’s prominent language, this may not be at
all times, and should not always be the case. In addition, Russo and Osborne (2004)
point out the vital importance of learning a second language when they indicate “a
foreign language opens the door to a more in-depth understanding of the cultures and
peoples associated with that language.” (para. 6).
Hospitality coordinators offered information as to whether or not foreign
languages were a part of their curriculum. College catalogs were obtained and
reviewed for course and program content (Appendix H).
Elements of Theme # 3:
1. Language at specialist level.
2. Language at general proficiency level.
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3. Language at cross-cultural level.
Theme # 4: Exhibits cross-cultural sensitivity/adaptability
A student who is globally competent will display cross-cultural adaptability
and sensitivity. (Russo and Osborne, 2004). This can be the result of regularly
participating in cultural communications and interactions with people from very
diverse backgrounds. As part of such interactions, the globally competent student
begins to question their personal stances and assumptions regarding other individuals
or groups (Russo and Osborne, 2004). Program coordinators provided their
perspectives on this component of global competency. Therefore, transcribed
interviews were a primary source of data.
Elements of Theme # 4:
1. Student displays cross-cultural sensitivity and adaptability.
2. Student takes advantage of opportunities to interact with diverse people.
3. Student assesses his/her own assumptions about the world and his/her own
culture.
Theme # 5: Carries global competencies throughout life
According to Russo and Osborne (2004) for students to carry international or
global competencies through their life, they need to become lifelong learners who are
continuously participating in learning about world news, exploring and discovering
along the way, and being an active participant.
To accomplish this over a life-time, students must become lifelong learners of
global competency. Data was content analyzed to identify any references or facets
related to lifelong learning.

131
Elements of theme # 5:
1. Student is continually engaged in the news of the world.
2. Student continues to learn and discover about the world.
3. Student becomes a globally competent citizen.
Field Notes
Field notes were a major part of the data analysis process providing further
information and data for this study. Schatzman and Strauss (1973) explain field notes
as being “statements bearing upon events experienced principally through watching
and listening. They contain as little interpretation as possible, and are as reliable as
the observer can construct them.” (p. 100). In this study, a combination of two types
of field notes were used. They include descriptive and reflective field notes. Patton
(2002) describes descriptive field notes as containing “where the observation took
place, who was present, what the physical setting was like, what social interactions
occurred, and what activities took place.” (p. 303). Descriptive field notes contain
data describing the subject, setting, dialogue, activities, as well as the observer’s
conduct (Bogdan and Biklen, 2007).
Reflective field notes “contain sentences and paragraphs that reflect a more
personal account of the course of the inquiry.” (Bogdan and Biklen, 2007, p. 122).
Reflective field notes also incorporate the researcher’s personal feelings and
responses to experiences. Lake (2005) sheds further light into the importance of field
notes by stating “Because interview transcriptions provide only the words, other
interaction cues are erased. Many features such as the tone of voice, degree of
certainty or doubt…humor, rolling of the eyes, …enrich the data analysis.” (p. 117).
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According to Merriam (1998) “Field notes based on observation need to be in
a format that will allow the researcher to find desired information easily.” (p. 105).
The field notes developed included participant characteristics such as body language,
enthusiasm, verbal tone and speed, overall disposition, and post-interview interactions
and discussions by hospitality coordinators.
Most important, the field notes were used in conjunction with interviews
serving to elicit additional cues as to the coordinators’ viewpoints regarding the
concept of global competency.
Rigor of the Study
In qualitative research, one very significant component within every study is
the capacity of the research to be judged as being sound and trustworthy by the
reader. Such a process is referred to as transparency which leads to validation of the
study’s rigor. Rigor can be defined as “exactness in precision or accuracy”
(Webster’s, 2007, p. 1235). Qualitative case studies strive to develop rigor throughout
the research in an effort to establish trustworthiness. Lincoln and Guba (1985)
identify four fundamental elements to effectively judge the rigor of qualitative
research. These four elements are shown and defined in Table 38.
This qualitative research incorporates all four elements within the design
process. Credibility and trustworthiness of the research findings were established
through persistent observation during interviews, participant member checks, and
triangulation. Lincoln and Guba (1985) note that the purpose of persistent observation
is to recognize those elements in the situation that are most pertinent to the subject
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being studied and focus on it in detail. This study focused on the information and data
that was most relevant to the study of global competency in hospitality programs.
Table 38. Lincoln and Guba’s Four Elements of Trustworthiness
Elements
Credibility

How Elements are Developed
Established through prolonged engagement, peer debriefing,
negative case analysis, referential adequacy, and member checks.

Transferability

Created through thick description which enables someone interested
in making a transfer to reach a conclusion about whether the transfer
can be contemplated as a possibility.

Dependability

Established through creating credibility, overlap triangulation,
stepwise replication, and inquiry audit.

Confirmability

The leading method for establishing confirmability is the audit.
Other techniques include the reflexive journal and triangulation.

Adapted from Naturalistic Inquiry (pp. 300-331), by Y. S. Lincoln and E. G. Guba, 1985, Newbury
Park, CA: Sage. Copyright 1985 by Sage Publications.

This included the transcribed interviews, field notes, participant’s
demographic surveys, and course syllabi. All four of these sources provided rich and
descriptive data that was analyzed. Willis (2007) states “As you collect and analyze
data, check the emerging conclusions with the participants in your study.” (p. 220).
Member checks were accomplished through participants reviewing data from the
transcribed interviews. Participants were given the opportunity to clarify their
position, as well as make any changes as they saw fit.
Another method utilized to strengthen credibility was data source
triangulation. Willis (2007) expresses that triangulation “is often used as a qualitative
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equivalent of validity and reliability. The essential idea of triangulation is to find
multiple sources of confirmation when you want to draw a conclusion.” (pp. 218219). Bogdan & Biklen (2007) seem to concur with Willis (2007), when they state
that triangulation of data means “that many sources of data were better in a study than
a single source because multiple sources lead to a fuller understanding of the
phenomena you were studying.” (pp. 115-116). The multiple data sources compiled
for this study originated from interview transcripts, class syllabi, field notes, and
demographic questionnaires.
To further develop rigor within this study, the research addressed
transferability. In qualitative research, transferability can be thought of as a way to
assure that research results can be transferred to other settings or contexts. Creswell
(2007) states “To make sure that the findings are transferable between the researcher
and those being studied, thick description is necessary.” (p. 204). Qualitative
researchers are encouraged to offer a rich description and detailed account of the
environment in which the study is being performed.
The field notes figured to be especially important because they offered insight
into more subtle clues such as the atmosphere within hospitality programs and the
demeanor and perspective of participants. From this, as well as other sources, the
reader can then conclude whether or not the study’s research process, parts of it, or
the finding’s are transferable to similar situations.
Another important element in establishing rigor is dependability. One way to
develop dependability in a qualitative study is through the use of an audit trail.
Lincoln and Guba (1985) propose that an inquiry audit, similar to a business fiscal
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audit, be performed to establish dependability. During an inquiry audit, both the
process and the resultant findings are examined. Merriam (1998) echoes this thought
and defines an audit trail as a detailed description of data collection methods, the
strategies used to analyze data, and a comprehensive written explanation of how
choices and decisions are made throughout the process. The process of data collection
and analysis were meticulously documented and any marginal notes and/or memos of
the researcher’s thoughts were saved. This provided an audit trail which assists in
transparency.
Transparency throughout the research process assists in ensuring
dependability. This study established transparency through making clear how choices
were made, how decisions were arrived at, and how justifications were formulated
during each phase of the research process. The researcher logically selected and
justified the use of qualitative research, the case study, and content analysis of data.
Most important, well thought-out and precise explanations were given for why certain
theories and concepts were utilized. This assisted in building not only dependability,
but also credibility.
In establishing rigor and trustworthiness, confirmability was another
prominent element that strengthened the research. Confirmability deals with how
decisions and findings are confirmed or authenticated by others. Several methods for
strengthening confirmability included in this study were reflexivity, participant
member checks, peer examination, and the audit trail. Reflexivity deals with the
researcher’s awareness of the elements they bring to the study. Particularly, the bias,
values, and experiences they bring to the research process. The researcher embarked
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on a critical self-reflection that addressed his suppositions, pre-dispositions, decision
making processes, and biases. This resulted in a fuller, more comprehensive
understanding of how research findings were arrived at. An important facet of
reflexivity is that it operates hand in hand with transparency. Without transparency,
reflexivity is completely ineffective. In turn, reflexivity promotes transparency.
Another method to improve confirmability is peer examination. There should
be an independent review of the methods used during analysis. Having scholars peer
review the material reinforces the research by reducing errors and increasing accuracy
of analysis.
The audit trail was extremely useful in establishing confirmability. Lincoln
and Guba (1985) point out that “An inquiry audit cannot be conducted without a
residue of records stemming from the inquiry, just as a fiscal audit cannot be
conducted without a residue of records from the business transactions involved.” (p.
319). Halpern (1983) recommends six components be included in a confirmability
audit trail. They include:
1. The actual raw data
2. Data analysis notes
3. Data reconstruction and synthesis of products
4. Data process notes
5. Any material related to intentions and dispositions
6. Information about instrument development (pp. 219-225).
Of these six components, the researcher employed the first five components in
the study’s audit trail. While quantitative research is often evaluated by its statistical
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significance, qualitative findings are instead judged by their substantive significance.
Patton (2002) defines substantive significance as being characterized by four main
components. Table 39 illustrates each of these components as well as examples of
each.
Table 39. Components and Related Examples of Substantive Significance
Components
1. How coherent, consistent, and solid

Examples
Triangulation of data.

is the evidence in support of the results?
2. In what ways do the results augment and

Verstehen (understanding) relates to

strengthen the comprehension of the

humans and their capacity to make sense

phenomenon being studied?

of the world.

3. To what degree are the results constant
with other knowledge?

A result that is supported by and
supportive of other studies. A result has
innovative or discovery significance.

4. To what extent are the results valuable
for some intended purpose?

Contributing to the study’s purpose,
hypothesis, policy, or evaluation.

Adapted from Qualitative Research & Evaluation Methods (p. 467), by M. Q. Patton, 2002, Thousand
Oaks, CA: Sage. Copyright 2002 by Sage Publications, Inc.

The four components described by Patton (2002) fit succinctly within the
context of this research. First, triangulation provided multiple sources of data that led
to a fuller comprehension of the subject under study. Second, Verstehen established
the understanding of global competency in hospitality programs as well as the
concepts related to it. The research and the resulting findings shed further light into
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scholarly research in this area. Third, the case study format fits nicely with the
concepts of confirmatory significance and discovery significance. The exploration of
both community college hospitality programs and global competency is a relatively
new research area.
Therefore, the results of this study may confirm the findings of those few
previous research studies. Lastly, the contributing to purpose, hypothesis or theory, is
a salient element in this study. Research findings will contribute rich and insightful
information into the study of global competency in hospitality programs.
Researcher as the Instrument
Lincoln and Guba (1985) have determined that certain personal attributes
make humans the preferred instrument for a study involving naturalistic inquiry.
Patton (2002) describes naturalistic inquiry as “Studying real-world situations as they
unfold naturally; non-manipulative and non-controlling; openness to whatever
emerges (lack of predetermined constraints on findings).” (p. 40). Also, Lincoln and
Guba (1985) feel that individuals are able to observe situations holistically throughout
the research and are reactive to certain environmental cues. Thus, naturalistic inquiry
is a very important part of this study because participants are free to explore and
communicate their viewpoints and ideas. Interview questions were designed to be
open-ended and thought provoking.
During the research process, rapport was established with the participants.
Rapport can be defined as “a close or sympathetic relationship; agreement; harmony”
(Webster’s, 2007, p. 1188). Patton (2002) seems to concur when he states “Rapport is
built on the ability to convey empathy and understanding without judgment.” (p.
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366). In establishing rapport, one must be able to picture themselves in the role of the
participants and attempt to view the situation from their perspectives without
superimposing his or her preconceptions on the participants (Fontana and Frey,
2005). Developing rapport with hospitality coordinators allows future interviews to
take place. Besides rapport, the interviewer was cognizant of his personal behavior
and the affects it could have during the interview. Such elements as appearance, tone
of voice, eye contact, and overall demeanor were taken into consideration.
Most important, the professional background of the researcher set the stage for
creating a comfortable environment where participants could confidently share their
thoughts. The interviewer’s professional work experience mirrors that of many of the
participants. His community college experience included positions as a faculty
member, mid-manager, and department coordinator. Working in each of these
specific positions assisted with establishing professional credibility. Participants
realized the interviewer possessed an excellent understanding of their roles as well as
the function of the community college.
While a positive atmosphere was created during the interview process, there
was still a foreseeable influence on participants by the interviewer. According to
Dexter (1970) there are three variables that can influence an interview. They include:
1. The personality, abilities, and skills of the person interviewing.
2. The mind-set and point of reference of the interviewee.
3. The definition and explanation of both (including the situation).
Given this, it is acknowledged that these possible influences can occur.
However, through the establishment of rapport, professional credibility, and a
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positive demeanor, the interview was kept on track and moving forward without
influencing the information given by participants.
Another important element of this study is the lens through which participants
view their realities. Lincoln and Guba (1985) note that study participants as well as
the researcher, fashion their truths and realties as they perceive and experience them.
The research took into consideration the vast array of realties fashioned by
community college hospitality program coordinators. It was recognized that an
individual’s realties and truths come from the lenses through which they see the
world. These lenses are often created based on an individual’s lived experience—
which can include work experience, personal life, family life, educational endeavors,
and cultural interactions.
Throughout the study, participants did not express any objections or signs of
bias towards the research methodology being utilized. The interviewer was an English
speaking, white-male of Hungarian, Polish, and German ancestry. Selection of
community colleges for this study was based on geographic location, not on gender,
race, religion, or size of the institution. Therefore, there were limitations related to
gender and race of program participants. Two of the seven participants were women
and one was a minority. However, participant reactions toward interviewing were
positive and welcoming. All acknowledged the uniqueness and importance of the
research.
In addition, participants exhibited a positive demeanor and seemed eager to
talk about the subject matter. While some of the participants were newly introduced
to the concept of global competency, all became very talkative once they reviewed
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the five steps to global competency by Russo and Osborne (2004). Once they
understood that the five steps incorporated aspects of language, history, geography,
politics, and culture, they easily started giving their personalized input in the form of
viewpoints, ideas, and concepts. Furthermore, this study includes an excellent
representation of community colleges in northeast Illinois. The mix includes city and
suburban community colleges as well as newly created hospitality programs. This
mix is very important to establish a fair exploration of program perspectives at the
expert and novice level.
According to Merriam (1998), “The researcher must be sensitive to the
context and all the variables within it, including the physical setting, the people, the
overt and covert agendas, and the nonverbal behavior.” (p. 21). Strauss and Corbin
(1990) refer to it as the characteristic of having imminent insight, the aptitude to
make sense and give significance to data, the ability to comprehend, and the capacity
to separate relevant data from that which is not important.
Therefore, being sensitive during the interview process involves developing
ardent intuition. Knowing when to speak, listen, probe, and change directions is
critical when interviewing. Also, being sensitive and watchful for nuances of
participants and possible data it can provide. Great care was taken in being attentive
and receptive during the research process. In addition, the researcher conveyed his
genuine interest towards the study participants as well as the valuable information
they shared.
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Background of the Researcher
Yin (2003) points out that when conducting data analysis, analysis should be
performed in a way that results in an examination of the highest quality. In order to
do this, he establishes the researcher’s own expert knowledge as a key component to
furthering the quality of analysis. Mr. Beer brings to this research, a great deal of
experience in community colleges and in hospitality and tourism.
As the research scholar of this qualitative study, David Jonathan Beer has
spent over 15 years working in a community college in northeast Illinois. As an avid
discoverer of knowledge and information, his world philosophy was shaped by his
life experiences and academic career. David’s first degree earned was an Associate of
Applied Science (A.A.S.) in Hotel and Motel Management at Triton Community
College in River Grove, Illinois. It was through this educational endeavor that he was
able to forge relationships with faculty, staff, and administrators. These relationships
acted as a springboard to Mr. Beer’s career in the Illinois community college system.
After completing his A.A.S., he then enrolled in a Bachelor of Science (B.S.)
in Hospitality Management at Roosevelt University in Chicago. It was through this
university that David learned a wide range of interpersonal and communication skills
as well as decision making and leadership skills. Most important, he developed his
logic and critical thinking skills as a student and person. Through studying hospitality
management, Mr. Beer became aware of the global community as it relates to culture,
food, geography, language, politics, economics, music, art, and literature.
With his B.S. Degree in hand, David then enrolled in a Master of Science
(M.S.) in Management program at National-Louis University in Wheeling, Illinois.
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Feeling the need to further his business and leadership skills, he began studying
economics, accounting, organizational develop and business ethics. Throughout his
studies at this university, David was able to further develop his interests in
globalization, travel and tourism, and the world financial markets. Mr. Beer refers to
the schooling he received at this university as the best he ever had and the most
enjoyable. He attributes this to the fact that this master’s program was created with
the needs of the adult learner in mind. Through flexible course scheduling and a very
diverse curriculum, David was able to incorporate global and international aspects
into his assignments and class presentations.
Ten years later, Mr. Beer decided to continue his education by enrolling in a
Doctoral Program in Educational Leadership at National-Louis University in
Chicago. The doctoral program that David participates in specializes in community
college leadership and administration. It is through this program that David is able to
share his community college experiences with his cohort contemporaries. Through
group interaction, communication, and debate, students have been better able to
understand the nature and purpose of the community college. Spurred by rich
discussion and critical thinking, the viewpoints of students have expanded to a point
where many individuals now view themselves as the future leaders of community
colleges in Illinois and across America.
Besides his educational accomplishments, Mr. Beer also has practical work
experience within a community college system. His higher education experience has
lasted over fifteen years with one community college. David spent the first eight years
working in an Academic Success Center (Tutoring Center) where he provided support
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services to students. He was first hired as an academic tutor. David spent four years in
this position and was responsible for teaching students hospitality management and
culinary arts. Topics taught included Hospitality Supervision, Convention
Management, Travel and Tourism, Hospitality Marketing, Menu Writing, Food
Preparation I & II and College Accounting.
From this position, he was promoted to area tutor coordinator where he spent
the next four years supervising a staff of 15 tutors. David’s job duties included hiring,
scheduling, training, evaluating, and mentoring tutors. Mr. Beer is very proud to say
that he credits his classroom teaching skills and abilities to the eight years he spent as
a tutor and coordinator.
Mr. Beer then progressed into a mid-management position where he was
responsible for job placement activities for participants enrolled in a Workforce
Investment Act (WIA) job training program. This position required case management
and leadership of 120+ participants. Most important, Mr. Beer was responsible for the
fiscal management of two Workforce Investment Act grants. In almost four years in
this position, he was able to secure the renewal of two WIA grants.
In addition, he was pivotal in establishing a small training library. This library
included job training materials such as books, videos, DVD’s, and other resources
that assisted WIA participants and community members in preparing for job
interviews. Also, Mr. Beer obtained funds and purchased equipment that further
developed the job training laboratory at this community college. He has had the good
fortune to be able to foster and expand relationships with key leaders in the
surrounding communities. These interactions led to the establishment of initiatives

145
that assisted poverty stricken communities with job placement efforts for their
community members.
In 2004, Mr. Beer was asked to join the hospitality management and culinary
arts program as an adjunct hospitality instructor. As a community college instructor,
he has helped hundreds of students and community members to obtain associate’s
degrees and certificates in Hotel Management, Restaurant Management, and Culinary
Arts. Furthermore, Mr. Beer has been able to encourage many of his students to
further their education by continuing on for bachelor’s degrees in Hospitality
Management and Business Management at local Illinois colleges.
Throughout Mr. Beer’s educational and work experiences, he has developed
several philosophical frames of reference that guide his daily life. His philosophical
frames include liberalism, progressivism, and humanism. He believes it is this
combination of philosophies that has led him in his career as a community college
instructor. He realizes that learning for many students takes place in the realm of an
ever-changing and dynamic world society. And that true learning requires freedom of
thought, awareness, attentiveness, and most of all hard work. Mr. Beer firmly
believes that community college students – especially hospitality management
students, can contribute and make a definite impact on the course of global events.
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CHAPTER 5
DATA PRESENTATION AND DISCUSSION
Introduction
For this study, seven hospitality coordinators over northeast Illinois
generously gave their time and effort to participate in this study on global
competency. The participants had a range of experience. Several had been in their
positions from 20 to 30 years, while one had worked for only six months as a
coordinator. Also, the size of the community colleges varied greatly. For example,
total enrollment at one college was 27,000 while another was 7,600.
The interview format utilized was face-to-face. This format encouraged an
expressive interaction that probably could not have been achieved through the use of
surveys, questionnaires, or telephone interviews. Throughout the course of the
interview process, characteristics of the coordinators were noted. Such things as how
they sat, how they dressed, and how rushed they were all provided perspective into
the daily lives of these individuals. Important visual data would have been lost had
these face-to-face interviews not taken place.
Throughout the interviews, the participants presented their perspectives on the
subject of global competency. Due to their positions as hospitality coordinators, these
individuals were able to assess global competency in their curriculums. The data from
these interviews garnered richly descriptive information regarding global competency
in hospitality programs. Also, the participants’ personal opinions and beliefs brought
forth important data. Specifically, the data encompassed their thoughts on culture,
language, and study abroad programs. Because many of the coordinators have

147
traveled extensively around the world, they provided insightful information regarding
these areas. Therefore, due to their positions as hospitality coordinators and their
personal knowledge of global competency, all the information provided by the
coordinators served to answer the study’s driving questions.
To this point, framework analysis utilized in this research has addressed the
following stages: familiarization, identifying a thematic framework, and indexing.
The next stage focuses on charting the information and data.
Stage 4. Charting
The charting phase of analysis included headings from the a priori themes.
This allowed for the formation of data charts which could be read and examined
across the entire dataset. This process assisted in mapping as well as interpreting data.
The researcher took great care in designing these data charts. Arrangement of data
into tables and charts provides a method to handle the large amount of narrative texts.
The tables and charts were designed in a way so that data could be organized in a
condensed manner and easily accessed when needed. By structuring the data in this
manner, the researcher could easily note emerging patterns, compare and discriminate
amongst ideas, identify the components leading to insights, and reasonably defend
conclusions. The presentation of data for each participant can be found in the
summarized interview transcripts in Appendix I.
Participants’ Demographics
Seven hospitality program coordinators were selected from community
colleges across northeast Illinois. The seven participants represented a single unit or
case study for analysis. As a group, the participants possessed many similarities.
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These common elements included extensive travel, age, work experience, and route to
become hospitality coordinators. Table 40 presents the demographic data. A sample
questionnaire can be found in Appendix J.
Table 40. Participant Demographics
Participant
1. Age

Characteristics
2 were 36-40 years of age, 2 were 46-50 years of age,
1 was 51-55 years of age, and 2 were 56-60 years of age

2. Gender

2 Females, 5 Males

3. Years as
Coordinator
4. Language

Range from 6 months to 33 years (Mean 17.35 years)

5. Highest Degree
Held
6. Degrees
in field

1 had Doctorate, 3 had Masters, 3 had Bachelors

7. Route to
Coordinator

All had faculty experience, 6 had direct industry experience

2 spoke rudimentary second language (in addition to English)

1 had Master’s and Bachelor’s in Hospitality Mgmt.
1 had Associate’s in Restaurant Mgmt.
1 had Bachelor’s and Associate’s in Hospitality/Tourism
1 had Associate’s in Hospitality/Culinary Arts

Research Participant Responses
A main element in assessing global competency with hospitality coordinators
was the interview process. Specifically, the free flow of thoughts and ideas from
coordinators on the topic of global competency and hospitality curricula was
imperative for garnering richly descriptive data. In order to guard the confidentiality
of data provided as well as the identities of the coordinators and their institutions,
full-text transcripts were not included. The transcribed interviews were analyzed
based on a priori (pre-established) themes and codes developed by Russo and
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Osborne (2004). Table 3 highlights these five themes which were used for data
analysis.
Table 3. Russo and Osborne’s Five Themes of a Globally Competent Student
Theme
Number
1

Theme Category
Has a diverse and knowledgeable worldview

2

Comprehends international dimensions of his/her major field of study

3

Communicates effectively in another language and/or cross-culturally

4

Exhibits cross-cultural sensitivity and adaptability

5

Carries global competencies throughout life

Adapted from “The Globally Competent Student,” by S. L. Russo & L. A. Osborne, 2004, para. 2-9.
Copyright 2004 by the National Association of State Universities and Land-Grant Colleges.

Community College A
The hospitality program coordinator has been in her position for thirteen
years. Besides coordinating, she teaches full-time within the program. Based on the
five themes for defining a globally component student, the coordinator’s responses
focused on three of the five themes.
Theme #1: Has a diverse and knowledgeable worldview, the coordinator brought
forth the following information:
a. Students cannot fully appreciate their guests unless they first understand
something about their culture and lifestyle;
b. Students are given a cultural quiz in the hospitality management class to
ascertain their cultural skills;
c. Integration into another person’s culture is an essential element in learning
about that culture.
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Theme #3: Communicates effectively in another language and/or cross-culturally, the
coordinator brought forth the following information:
a. Spanish for the hospitality industry is a foreign language course offered in
their hospitality program;
b. Spanish course is taught by the Foreign Language Department and meets
the general education requirement for hospitality students.
Theme #4: Exhibits cross-cultural sensitivity and adaptability, the coordinator
brought forth the following information:
a. Accepting other cultures involves being empathetic as well as being able to
value other points of view;
b. Student internships to Germany are available for students in the program.
The participant presented no information for Themes #2 and #5. However, the
emergent theme of limited textbooks on the subject of global competency was
mentioned.
Community College B
The coordinator at this community college has been in his position for two
years. The participant is both a coordinator and faculty member. He also has five
years of work experience at another community college utilized in this study.
Therefore, this coordinator brings a broad knowledge and frame of reference
regarding hospitality curriculums. This individual provided information that centered
on three of the five themes.
Theme #1: Has a diverse and knowledgeable worldview, the coordinator brought
forth the following information:
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a. Faculty who are exposed to and learn about new cultures will be in a better
position to incorporate elements of global competency into their classes;
b. Experiencing other cultures and their lifestyles will promote global
competency in hospitality programs through broadening students
perspectives;
c. Awareness and acceptance of other cultures can encourage hospitality
students to interact positively with these cultures.
Theme #3: Communicates effectively in another language and/or cross-culturally, the
coordinator brought forth the following information:
a. A combination of language courses with corresponding courses on the
cultures indigenous to that language assist in fostering global competency
in hospitality curriculum.
Theme #4: Exhibits cross-cultural sensitivity and adaptability, the coordinator
brought forth the following information:
a. Cross-cultural skills can assist hospitality students in serving individuals
from outside of their own culture;
b. The ability to assist a guest from outside your own culture significantly
increases the variety and number of guests you can serve.
The participant presented no information for Themes #2 and #5. However, the
emergent themes of food and geography were mentioned.
Community College C
This hospitality coordinator has been with his employer for 20 years and has
worked as a coordinator for 18 of those years. He teaches courses including Food
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Production and Wine and Spirits. Based on the five research themes, the coordinator
focused on three themes.
Theme #1: Has a diverse and knowledgeable worldview, the coordinator brought
forth the following information:
a. Many tourists who visit Chicago choose to stay in up-scale hotels. Just by
being aware of these guests’ customs and cultures, a hospitality
professional can make these people feel more welcome in that particular
hotel;
b. To successfully interact with people from other cultures, hospitality
students must possess cross-cultural awareness.
Theme #3: Communicates effectively in another language and/or cross-culturally, the
coordinator brought forth the following information:
a. Hospitality students can enroll in language classes such as French, Spanish,
and German. These courses meet the elective credit requirement for
graduation;
b. Foreign languages are incorporated into hospitality curriculum as program
electives.
Theme #4: Exhibits cross-cultural sensitivity and adaptability, the coordinator
brought forth the following information:
a. Students can break down many of the communication barriers between
people of different cultures by possessing global competencies.
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The participant presented no information for Themes #2 and #5. However, the
emergent themes of cultural aspects of food, ethnic cooking, and people’s diets were
mentioned.
Community College D
This coordinator has been with this college for 33 years. Of which, he has
been a coordinator for 32 years. He is scheduled for retirement at year end. His career
is highlighted by extensive travel to numerous countries across the globe. Based on
the five research themes, the coordinator provided information for four of the themes.
Theme #1: Has a diverse and knowledgeable worldview, the coordinator brought
forth the following information:
a. A heightened awareness of geography will be useful for students in the
hospitality industry;
b. A consciousness of global competency on the part of the general population
of Americans can assist in driving what takes place in the hospitality
industry.
Theme #2: Comprehends international dimensions of his/her major field of study, the
coordinator brought forth the following information:
a. Faculty need to encourage students to develop an advanced level of global
awareness.
Theme #3: Communicates effectively in another language and/or cross-culturally, the
coordinator brought forth the following information:
a. Students can participate in a six-month culinary internship in Europe where
language is incorporated to some degree.
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Theme #4: Exhibits cross-cultural sensitivity and adaptability, the coordinator
brought forth the following information:
a. Courses involving travel to Europe for culinary experiences have been
taught over the past 11 years; one such program in Tuscany provides
students with six weeks of cooking classes, language, and then a six-month
internship;
b. International travel can be a gateway to employment opportunities;
c. By nature, the hospitality industry is global;
d. Students are introduced to the concept of globalization and how it relates to
their work environment. Specifically, students need to create a good
working relationship with coworkers from a variety of cultures;
e. Global competencies assist students in being hired for international
positions;
f. Students should develop an understanding of the influences of different
cuisines, lifestyles, and cultures, All these elements should be built into
hospitality curriculum;
g. In Europe, almost all college students take a semester off and travel to
experience the lifestyles and cultures of other countries.
The participant presented no information for Theme #5. However, the
emergent themes of international cuisines, international cookbooks, global
competencies in the kitchen, and food history were mentioned.
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Community College E
The coordinator of this hospitality program has been with her employer for
twenty-five years. She has worked as a coordinator for three years. Throughout her
career, she has taught a variety of hospitality management classes ranging from
Dining Room Operations to Operational Analysis. Based on the five research themes,
the coordinator provided data for three of the themes.
Theme #1: Has a diverse and knowledgeable worldview, the coordinator brought
forth the following information:
a. The associate in applied science degree in hospitality management has a
required course in global cultural diversity;
b. Diversity and globalization is addressed in courses such as Human
Resources Management, Menu Planning, Introduction to Hospitality, and
Supervision;
c. A diverse population of hospitality students encourages faculty to do things
differently in the classroom as well as approach curriculum development
from a different point of view.
Theme #3: Communicates effectively in another language and/or cross-culturally, the
coordinator brought forth the following information:
a. Students are strongly encouraged to take Spanish 101 as an elective.
Theme #4: Exhibits cross-cultural sensitivity and adaptability, the coordinator
brought forth the following information:
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a. The more a hospitality student knows about other types of people and
culture, the better relationships they can establish with guests.
The participant presented no information for Themes #2 and #5. However, the
emergent theme of ethnic cooking was mentioned.
Community College F
The coordinator of this hospitality program has been in his position for only
six months. However, he has five years of work experience as a faculty member at
other community colleges. This coordinator has taught courses ranging from
Hospitality Supervision to Cost Control and Food Production. An interesting note,
this individual has taught specialty courses including Breakfast Cooking and BBQ
Cooking. Based on the five research themes, the coordinator provided data for three
of the themes.
Theme #1: Has a diverse and knowledgeable worldview, the coordinator brought
forth the following information:
a. Students need to communicate and interact with their classmates. One way
to do this is through understanding different points of view;
b. Students need to understand that people from different parts of the world
possess different beliefs and attitudes; and it is these beliefs and attitudes
that direct their decision making;
c. Students should realize that more than one individual can be correct about
something;
d. Included in the introduction to hospitality class is the concept that it
“doesn’t hurt to try new things.”
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Theme #3: Communicates effectively in another language and/or cross-culturally, the
coordinator brought forth the following data:
a. Students who work in the hospitality industry are going to be exposed to
several languages in their workplace;
b. In U.S. restaurants there are two/three languages spoken in the kitchen.
In a large city like Chicago, there may be four or five languages spoken.
Theme #4: Exhibits cross-cultural sensitivity and adaptability, the coordinator
brought forth the following information:
a. It is beneficial to have students participate in work studies in Europe
because students will be introduced to many cultures, customs, and
languages;
b. In an effort to increase students’ experiences with diverse individuals,
students should be given an opportunity to work in diverse environments;
c. Study abroad programs foster global competency by introducing students to
new cultures and languages.
The participant presented no information for Themes #2 and #5. However, the
emergent themes of distance learning and the Internet were mentioned.
Community College G
This individual has been in his position as a coordinator for 20 years. Overall,
he has been employed at this college for 28 years. He has taught courses ranging from
Hospitality Management to Culinary Arts. Also, he has organized a culinary arts
exchange program with a hospitality school in Semmering, Austria. This program is
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starting its 18th year. Based on the five research themes, the coordinator provided
data for four of the themes.
Theme #1: Has a diverse and knowledgeable worldview, the coordinator brought
forth the following data:
a. The hospitality industry is a very diverse industry and during training, you
are likely to see “faces from all over the world”;
b. To effectively train students, there needs to be an awareness that students
are going to be working with different cultures;
c. The program ties awareness and understanding of diversity with being
successful in the hospitality industry.
Theme #2: Comprehends international dimensions of his/her major field of study, the
coordinator brought forth the following information:
a. Administrators should support as well as encourage faculty to examine the
curriculum for elements of globalization and diversity.
Theme #3: For the theme of Communicates effectively in another language and/or
cross-culturally, the coordinator brought forth the following data:
a. Students are encouraged to enroll in foreign language courses in an effort to
increase their employment opportunities in the U. S. and abroad.
Theme #4: Exhibits cross-cultural sensitivity and adaptability, the coordinator
brought forth the following information:
a. Our department has an exchange program for 18 years with a school located
near Vienna, Austria; students participate in culinary displays and contests;
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b. The hospitality program does a lot of foreign cultural exchanges where
students travel to hotels, restaurants, and wineries;
c. Students in hospitality programs have more opportunities for international
positions outside of the United States.
The participant presented no information for Theme #5. However, the
emergent themes of global cuisines, themed menus, special events, and the link
between global competency and food were mentioned.
The above list represents the salient themes found in the interview transcripts.
Each hospitality program coordinator’s viewpoints are exclusive to themselves and
their community college. Given this specificity, individual coding and charting of
participant responses was an essential element to the study. Their viewpoints provide
insight into how and in what ways the concept of global competency is found in their
hospitality curriculums.
Hospitality Program Course Syllabi
Another data source utilized in assessing global competency in hospitality
programs was course syllabi. The learning objectives and/or learning outcomes found
in each syllabus were analyzed for elements of global competency. According to
Palomba and Banta (1999), learning objectives depict the precise behaviors that
students should display upon completing a course. Maki (2004) points out that the
term learning objective is sometimes used synonymously with learning outcomes.
Both terms “identify what students should be able to demonstrate or represent or
produce as a result of what and how they have learned at the institution or in a
program.” (Maki, 2004, p. 61). Learning objectives and/or learning outcomes are
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critical components for assessing student learning as well as program and institutional
effectiveness.
The seven hospitality coordinators identified course syllabi which they felt
contained themes related to global competency. In total, the seven participants put
forth a varied range of twenty-one syllabi from their hospitality curriculums.
Summarized syllabi analysis tables for each of the syllabi can be found in Appendix
K. In order to guard the confidentiality of data provided, course numbers were
eliminated in the relevant tables. For continuity and dependability, the syllabi were
analyzed based on the five a priori themes by Russo and Osborne (2004).
Community College A
The hospitality program coordinator selected the following syllabi which she
felt contained concepts and elements of global competency. The titles of the syllabi
were:
1. Service in the Hospitality Industry
2. Introduction to the Hospitality Industry (Online)
3. Sales and Convention Management
Based on the five themes, the syllabi provided data on themes #1 and #3.
Theme #1: Comprehends international dimensions of his/her major field of study, the
syllabi included the following objective:
a. Discuss the issues and trends facing the hospitality industry today.
Theme #3: Exhibits cross-cultural sensitivity and adaptability, the syllabi included
the following objective:
a. Understand, the role, characteristics, and importance of service encounters.
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Other tangential emerging themes related to global competency found in the learning
objectives:
a. Recognize customer needs and motives as they pertain to purchase
decisions;
b. Discuss consumer needs in the hospitality industry;
c. Describe the interrelationship of travel, tourism and the hospitality industry;
d. Describe Social, Military, Educational, Religious, and Fraternal groups
and explain how to approach selling meeting services and products to them.
Community College B
The hospitality program coordinator selected the following syllabi which he
felt contained concepts and elements of global competency. The titles of the syllabi
were:
1. Hotel Sales and Promotion
2. Introduction to the Hospitality Industries
3. Front Office and Rooms Divisions Management
Based on the five themes, the syllabi provided data on themes #1 and #2.
Theme #1: Has a diverse and knowledgeable worldview, the syllabi included the
following objective:
a. Become acquainted with the social, economic and environmental contexts
within the hospitality industry.
Theme #2: Comprehends international dimensions of his/her major field of study, the
syllabi included the following objective:
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a. Understand how hospitality properties are meeting the needs of business
travelers and leisure travelers.
Other tangential emerging themes related to global competency found in the learning
objectives:
a. Explain the role of advertising, public relations, and publicity in reaching
prospective guests;
b. Experience working collaboratively in groups to achieve a goal;
c. Discuss the sales dimension of the reservation process.
Community College C
The hospitality program coordinator selected the following syllabi which he
felt contained concepts and elements of global competency. The titles of the syllabi
were:
1. Introduction to Convention Management
2. Introduction to Travel and Tourism
3. Hospitality Law
Based on the five themes, the syllabi provided data on none of the themes.
Other tangential emerging themes related to global competency found in the learning
objectives:
a. Understanding the buyer and travel product;
b. Effective customer service;
c. Describe how the hotel and guest relationship is created.
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Community College D
The hospitality program coordinator selected the following syllabi which he
felt contained concepts and elements of global competency. The titles of the syllabi
were:
1. Introduction to the Hospitality Industry
2. Mediterranean Cuisine
3. International Cuisine Foods
Based on the five themes, the syllabi provided data on themes #1 and #3.
Theme #1: Has a diverse and knowledgeable worldview, the syllabi included the
following objective:
a. Recognizes the importance of cultures and their influence on cuisine of
selected countries.
Theme #3: Exhibits cross-cultural sensitivity and adaptability, the syllabi included
the following objective:
a. Demonstrate the ability to contrast and compare the cultural and religious
influences upon the cuisine of the Mediterranean regions.
Other tangential emerging themes related to global competency found in the learning
objectives:
a. Understand the importance of high standards of quality and service as
applied to the hospitality industry;
b. Identify the influence climate and geographic location has upon the
cuisine of the local population.
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Community College E
The hospitality program coordinator selected the following syllabi which she
felt contained concepts and elements of global competency. The titles of the syllabi
were:
1. Introduction to Hospitality Management
2. Hospitality Operations Analysis
3. Hospitality Promotions
Based on the five themes, the syllabi provided data on none of the themes.
Other tangential emerging themes related to global competency found in the learning
objectives:
a. Develop an understanding of hospitality and special guest/provider
relationship;
b. Develop an understanding of the role of hospitality as a major
component of tourism.
Community College F
The hospitality program coordinator selected the following syllabi which he
felt contained concepts and elements of global competency. The titles of the syllabi
were:
1. Introduction to the Hospitality Industry
2. Hospitality Supervision
3. Quantity Food Production 1
Based on the five themes, the syllabi provided data on theme #2.
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Theme #2: Comprehends international dimensions of his/her major field of study, the
syllabi included the following information:
a. Define hospitality and describe in detail the global scope of the industry.
Other tangential emerging themes related to global competency found in the learning
objectives:
a. Identify and solve problems in servicing guests and managing personal;
b. Describe procedures for effectively orienting new employees to the job,
incorporate basic learning principles in employee training programs...and
providing coaching and counseling;
c. Illustrate a thorough understanding of the history of food...and the
significance of changes that occurred during the 20th century.
Community College G
The hospitality program coordinator selected the following syllabi which he
felt contained concepts and elements of global competency. The titles of the syllabi
were:
1. Introduction to the Hospitality Industry
2. Hospitality Supervision
3. Menu Design and Strategy
Based on the five themes, the syllabi provided data on theme #1.
Theme #1: Has a diverse and knowledgeable worldview, the syllabi included the
following objectives:
a. Explain the historical relationships between travel and the hospitality
industry;
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b. Identify social and economic changes that affect the hospitality and
tourism industry.
Other tangential emerging themes related to global competency found in the learning
objectives:
a. Understand theories of people management;
b. Discuss managing diversity issues positively;
c. Explain the importance of the customer’s perceived value;
d. Describe management’s role in customer satisfaction.
The themes listed above, a priori and emergent, were garnered from the
syllabi learning objectives. Individual coding and charting of the objectives or
learning outcomes sections of the syllabi was an integral data source for the study.
The hospitality coordinators self-identified syllabi that they felt included elements of
global competency associated with Russo and Osborne’s (2004) five a priori themes.
Discussion
Due to advances in technology, communication, transportation, and the
continued economic development of third world countries, people from around the
world are connected as never before. There is no doubt that it is this global
connectedness which laid the foundation for what some term, a global society. If
students are to function effectively and efficiently in this interconnected society, then
our higher education institutions must provide students with the global skills to
traverse this environment. Community colleges across America serve millions of
diverse students who enroll for a variety of reasons. These reasons can include the
need to pursue coursework in order to transfer to a university, obtain a degree or
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certificate in a specific career field, retrain in another career, and satisfy personal
interests such as ballroom dancing or painting. The ages of community college
students can range from 18 to 80+. If community colleges are to continue to truly
serve these diverse students, then community college curriculums need to include a
focus on global competencies.
One way that community colleges can do this is through providing education
and training that prepares students to work and live in the global world. One specific
major where students can learn skills to prepare them for the global world is in
hospitality management programs. These programs train students for exciting careers
as managers in hotels, restaurants, cruise ships, airlines, theme parks, and tour
companies. Today, hospitality employers are in need of graduates who can transfer
into management positions and successfully interact with global tourists in hospitality
venues all over the world. Therefore, hospitality management students who can speak
a second language and interact cross-culturally will be in a better position to take
advantage of career opportunities across the globe.
Community college hospitality management programs which incorporate
global competencies into their curriculums are strengthening the skills and knowledge
of hospitality students as well as hospitality faculty. In a report by the National
Association of State Universities and Land-Grant Colleges—NASULGC (2004)
entitled A Call to Leadership: The Presidential Role in Internationalizing the
University, several areas were identified as being strengthened by global competency.
The four areas presented in Table 41 represent a holistic framework from
which to examine the benefits of global competency. In regards to the area of student
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learning, one essential component of global competency where student education is
vital is foreign languages.
Table 41. Key Areas Strengthened by Global Competency
Areas

Explanations

Student Learning

Incorporating foreign languages and global perspectives into programs
of study challenges students to apply their comprehension to global
situations. Being educated with students from across the globe
improves classroom dialogue and assists the sharing of thoughts.

Research

Professional advancement for faculty and researchers requires the
ability to function in a global environment with colleagues from
around the world.

Citizenship

Internationalization prepares students to become citizens of the globe.
Informed by world viewpoints, students will be ready to lead our
nation.

Workplace

Students who have international skills have significant advantages in
the workplace. Employees who can think and function on a global
scale are needed by businesses across the globe.

Adapted from “A Call to Leadership: The Presidential Role in Internationalizing the University,” by the
National Association of State Universities and Land-Grant Colleges, Task Force on International Education,
2004, pp. 8-10. Copyright 2004 by the National Association of State Universities and Land-Grant Colleges.

Russo and Osborne (2004) state “The globally competent student recognizes
that knowledge of a foreign language opens the door to a more in-depth
understanding of the cultures and peoples associated with that language.” (para. 6).
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Thus, foreign languages represent a channel through which students learn about other
cultures and countries.
Another equally important area mentioned in the NASULGC (2004) report
was the topic of research. Russo and Osborne (2004) state that “Faculty must be internationally experienced and teaching courses with international content…. Students
should be able to access international research and…. [the college] should be poised
to provide support and offer incentives to faculty to become internationally
experienced.” (para. 12). Dr. Gene Allen (2004) Associate Vice President for the
International Programs at the University of Minnesota seems to concur with Russo
and Osborne (2004) by pointing out “In this global era it is increasingly necessary
that the majority of faculty have some responsibility for contributing to and
broadening the international base of research” (p. 2). An added benefit of having
faculty who are globally and internationally versed in their research and practice is
that it can provide a path to academic and/or scholarly distinction for the college.
The NASULGC (2004) report also highlighted that a person’s citizenship can
be strengthened by global competency. Banks (2004) believes that citizenship
education assists students from diverse ethnic, religious, racial, language, and cultural
factions to critically comprehend and observe their cultural identifications and
connections.
Russo and Osborne (2004) echo this viewpoint by identifying that a globally
competent student develops into a globally competent citizen who is prepared to
contribute to society on both a local and worldwide scale.
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Besides learning, research, and citizenship, one other vital area where global
competency is crucial is the workplace. Because the hospitality industry is by nature a
global industry, hospitality professionals must possess cross-cultural communication
skills. According to the United States Department of Labor (2008) Occupational
Outlook Handbook, hospitality professionals “must be able to get along with many
different types of people…. [and have] effective communication skills, and the ability
to organize and direct the work of others” (p. 63). Russo and Osborne (2004) further
this belief by noting that for individuals to successfully work with and understand
people from other cultures, they must develop cross-cultural skills such as
adaptability and sensitivity. Such skills and competencies are core components found
within the framework of global competency.
So far, framework analysis utilized in this research has addressed the
following stages: familiarization, identifying a thematic framework, indexing, and
charting. The next stage centers on mapping and interpretation of information and
data.
Stage 5. Mapping and Interpretation
Stake (1995) feels “The search for meaning often is a search for patterns….
[and that] Sometimes, we will find significant meaning in a single instance, but
usually the important meanings will come from reappearance over and over.” (p. 78).
Lake (2005) defines mapping and interpretation as “the search for patterns,
associations, relationships, concepts and explanations of the data, aided by visual
displays.” (p. 146). Thus, mapping and interpretation will be utilized as mediums
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through which to both identify reoccurring and emergent themes, as well as offer
explanations for such data.
The analytic strategy used in this research incorporated a technique referred to
as content analysis. This specific technique assisted in identifying patterns found
within data sets. Content analysis revealed recurring patterns of words, ideas, and/or
viewpoints related to the concept of global competency. Additionally, content
analysis provided a channel through which new findings emerged from the data.
Patton (2002) sheds further light into content analysis by explaining that “content
analysis is used to refer to any qualitative data reduction and sense-making effort that
takes a volume of qualitative material and attempts to identify core consistencies and
meanings…. The core meanings…are often called patterns or themes.” (p. 453).
In this research, the concept of global competency served as a centerpiece for
linking these elements: community colleges, hospitality management programs, AAS
degrees and certificates, and the northeast region of Illinois. Figure 3 illustrates the
interconnectivity of the concept of global competency and community college
hospitality programs in northeast Illinois.
These four elements represent the core framework for this study. In addition,
study participants needed to possess all four elements. Consequently, these four
interconnected components were also utilized as a tool to narrow the selection to
seven study participants. Before discussing global competency in hospitality
management programs in detail, a review of the five a priori themes as well as the
categorizing of participants is necessary to set the stage for the discussion of global
competency in community college hospitality programs.
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Figure 3. Interconnectivity of Global Competency and Hospitality Programs

Hospitality Programs

Community Colleges

GLOBAL
COMPETENCY

AAS Degrees
& Certificates

Northeast
Illinois

Based on the five a priori themes by Russo and Osborne (2004), an analysis
of the participant’s responses offered a precise overview of how and in what ways
global competency was found in hospitality management programs. Table 42
illustrates the commonalties, differences, and emergent themes between the seven
hospitality management programs.
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Table 42. Compilation of Study Participant Responses on Global Competency
Hospitality Program Coordinators

A Priori
Themes
1. Diverse and
Knowledgeable
Worldview
2. Comprehends
International
Dimensions of
Field of Study
3. Communicates
Effectively in
other Language/
Cross-Culturally
4. Exhibits
Cross-Cultural
Sensitivity and
Adaptability
5. Carries Global
Competencies
Throughout Life
Emergent
Themes
Various topics

CC A

CC B

CC C

CC D

CC E

CC F

CC G

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

X

CC = Community College

Commonalties are clearly discernable among the participants. All the
participants felt that Theme 1, developing a diverse and knowledgeable worldview,
Theme 3, communicating in another language, and Theme 4 exhibiting cross-cultural
sensitivity and adaptability were definitely important competencies that hospitality
students need to acquire during their studies.
In relation to differences, the participant responses as shown in Table 42 were
also very clear. Theme 2, comprehending international dimensions of the field of
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study and Theme 5, carries global competencies through life, are barely present in
hospitality management curriculums. Also, the majority of hospitality management
coordinators did not identify any particular need to have Themes 2 and 5 articulated
within their hospitality management curriculums.
As far as emergent themes were concerned, the need for course textbooks on
the subject of global competency and the need for world geography courses in
hospitality curriculums were prominent subjects. In addition, several coordinators
expressed that the elements of food and culture bond or connect people. They felt
cooking courses in kitchens around the world represent windows through which
culture can be viewed. Table 42 represents an aperture from which to view global
competency in this study. More specifically, it provides direct evidence as to how and
in what ways global competency exists in community college hospitality management
programs in northeast Illinois.
Besides the participants’ interviews, course syllabi were another source of
data and information examined to ascertain if threads of global competency were in
hospitality programs. During the study, 21 course syllabi where self-selected by the
hospitality management coordinators as including some thread of global competency.
One specific element that was analyzed on each of the syllabi was learning objectives.
Table 43 highlights any threads of global competency that were identified during the
analysis. These syllabi were analyzed based on Russo and Osborne’s (2004) five
themes of a globally competent student.
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It is clear that the hospitality management course syllabi contained very few
of the five global competency themes. However, the emergent themes identified
many elements related to guests and what motivates their purchase decisions.
Table 43. Compilation of Hospitality Management Program Syllabi
Hospitality Program Syllabi
CC A
A Priori
Themes
1. Diverse and
Knowledgeable
Worldview
2. Comprehends
International
Dimensions of
Field of Study
3. Communicates
Effectively in
other Language/
Cross-Culturally
4. Exhibits
Cross-Cultural
Sensitivity and
Adaptability
5. Carries Global
Competencies
Throughout Life
Emergent
Themes
Various topics

CC B

CC C

X

X

CC E

CC F

X

CC G

X

X

X

X

X

CC D

X

X

X

X

X

X

X

CC = Community College

Other emergent themes dealt with effective customer service as well as the
need to develop an understanding of the special relationship that exists between the
guest and the hospitality professional. The common facet of these emergent themes is
that the majority are associated with guests.
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One vital component of global competency addressed in this study and that
was directly related to guests was the subject of culture. Because culture figures so
prominently in the five a priori themes, culture can be seen as an embedded frame of
reference for studying the motivations and needs of guests utilizing the services of the
hospitality industry. Therefore, the findings that evolved from the emergent themes
are directly pertinent to this study’s topics for future research.
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CHAPTER 6
CONCLUSION AND RECOMMENDATIONS
Introduction
This exploratory and descriptive research involving seven community college
hospitality program coordinators from around northeast Illinois has uncovered
findings as to the extent of global competency in hospitality curriculums. Hospitality
department coordinators provided relevant and valuable information that assisted in
answering the driving questions for this study. This final chapter focuses on the
study’s conclusions and implications of the research findings. The chapter also
includes suggestions for further research on global competency and hospitality
management programs.
The introduction in chapter 1 provided an overview of the hospitality industry.
This included data on employment numbers and job growth for several key positions
within the hospitality industry. The concept of global competency was introduced and
its relevance to hospitality management students was discussed. In this chapter, five
themes of global competency were identified.
As the world continues to become increasingly interconnected, it is imperative
that students and citizens in the United States acquire global competencies.
Competencies involving foreign languages, cross-cultural adaptability, and a
knowledgeable view of the world were presented as essential components in assisting
hospitality students in successfully communicating with globally diverse travelers.
Thus, the focus of this research was clear. Incorporating global competencies into
hospitality management curriculums in community colleges is a necessary element
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for hospitality students to be able to effectively function as workers and citizens
within the global society.
Chapter 2 presented the literature review, which provided an analysis of
global competency and hospitality management programs. Review of the literature
found a limited amount of research on the subject of global competency and
hospitality management programs. Three theories were used to situate the research;
World Culture Theory, Multicultural Education Theory, and Adult Learning Theory.
World Culture Theory reinforced this study by highlighting the global
interconnectivity of all of us as well as the ever perceptible need for globally
competent students and citizens.
The examination of Multicultural Education Theory assisted in understanding
culture from a personal, national, and global viewpoint. Adult Learning Theory and
the fundamental elements of andragogy, experiential learning, self-directed learning,
and lifelong learning were presented. These learning theories and concepts offered
both an expansive yet focused examination of global competency in hospitality
management programs. Also, student assessment and student learning outcomes
provided a framework through which to evaluate global competencies.
Chapter 3 depicted the methodology and design employed for this qualitative
inquiry. The methodology utilized was a descriptive case study situated in the
interpretive paradigm. The study involved seven participants from across the
northeast region of Illinois. The research was empirical and with the use of face-toface interviews, provided a rich and detailed illustration of data and information
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gathered from the personal experiences and workplace practices of those in the
hospitality field.
Chapter 4 summarized the data collection techniques as well as the strategies
for data analysis. A data analysis technique known as Framework Analysis was
employed to assist in maintaining rigor and trustworthiness of the research. Assisting
in data coding were five a priori themes developed by Russo and Osborne (2004).
Utilizing both a priori themes and emergent themes lead to a more in-depth
investigation and analysis of data.
In Chapter 5, the data obtained was presented and discussed with the use of
quotes and thematic tables. In order to guard the confidentiality of data provided as
well as the identities of the coordinators and their institutions, full-text interview
transcripts and syllabi course numbers were eliminated. However, Appendix I
contains a compilation of the hospitality coordinators’ transcripts.
Conclusion
Globalization is redefining and changing communication and interactions
between people across the globe. Because nations differ in their level of globalization,
it is vital that nations cultivate the seed of global competency in their citizens and
students. Higher education is one key venue where global competency should be
fostered and promoted. For America, the formation of a vibrant workforce, both
domestic and abroad, is essential if the United States is to continue to be competitive
in a global society. As Russo and Osborne (2004) noted, students who can
communicate cross-culturally, can exhibit a diverse and well-informed view of the
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world, and understand foreign languages, will be positioned well to able to efficiently
function and benefit from opportunities in the global marketplace.
Community colleges in America are prominent avenues for offering academic
curriculums that incorporate components of global competency. More specifically,
community colleges in northeast Illinois offer students a resourceful mix of
affordable tuition, ease of access, flexible course scheduling, course variety, and
transfer prospects. One academic discipline that may benefit from the concept of
global competency in their curricula is hospitality management programs.
Hospitality management curriculums offer courses in Hotel and Motel
Management, Hospitality Supervision and Marketing, Convention Management,
Travel and Tourism, and Food Service Operations. These courses can touch on
international components that involve culture, travel, food, art, music, politics,
religion, and business.
Most important, due to the constant growth of the global marketplace,
hospitality management students will need to acquire global skills to be able to
successfully live and work in such an environment. Hospitality management students
must be able to efficiently communicate and interact with individuals from
multicultural backgrounds and in cross-cultural situations.
Such dynamic interactions can involve guests, customers, travelers, as well as
co-workers. If we are to provide hospitality students with the global skills to work
and live in a global society, then scholarly research into the concept of global
competency and hospitality curriculums is indispensable.
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Findings of the Research
Research Question 1
Do community college hospitality programs in northeastern Illinois articulate
global competency within their courses or as a part of their program?
The data concluded that global competency was at best, nominally present in
community college hospitality management curriculums. In discussing curricula, one
must first define the difference between general education requirements, major core
requirements, and program electives. While all three of these categories can differ
slightly in terms of courses and semester hours, all AAS degrees from those
institutions in the study had these three categories as part of their degrees. Table 44
illustrates these categories for the associate of applied science degree in hotel/motel
management at one community college. The curriculum for this community college’s
hospitality program is comparable with others in the area.
A complete listing of all seven hospitality management curriculums is found
in Appendix H (college catalogs). While all of the hospitality coordinators seemed
very positive about the benefits of global competency for their students, two admitted
that global competency was not present in any form in their programs. The remaining
five coordinators felt global competency was present in some form as part of their
general education requirements, program electives, and core courses.
Interesting to note, certain words or phrases linked to global competency were
identified in the mission statements of the seven community colleges. Words such as
diversity, culture, and ethnicity were noted.
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Table 44. Illustration of General Education, Core and Elective Requirements
Categories

Courses

General

* Communications

Education

* Social and Behavioral Sciences

Requirements:

* Humanities and Fine Arts

Semester Hours
15-17

* Physical and Life Sciences and Mathematics
* Health and Fitness
Core Courses:

* Introduction to Hospitality
* Food Sanitation and Safety
* Food Preparation and Production
* Hospitality Supervision
* Hospitality Marketing

49-55
Core
and

* Convention Management
* Travel and Tourism

Electives

* Housekeeping
* Front Office Operations
* Dining Room Service and Management
* Catering Management
Electives:

* Hospitality Law
* Menu Writing
* Nutrition
* Food Purchasing and Cost Control
* Baking and Pastry
* Wine and Spirits
(Please note: Some of these may be core
courses in other hospitality programs).

Total Semester Hours for AAS Degree

64-72 hours

Also, phrases such as lifelong learning, global community, and responsible
citizenship were found. Because mission statements usually guide as well as drive an
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institution’s goals and objectives, we would expect to see such words and phrases
carried into the program goals and course learning objectives. However, based on the
research findings, these words and phases were only minimally present in hospitality
management curricula.
In only one of the community colleges, a general education requirement on
world culture and diversity was identified. The elective courses were recognized as
having global competency concepts present in several areas. The coordinators noted
that students could choose from an approved list which included foreign language
courses and travel abroad courses to satisfy their elective requirements.
Most important, an in-depth review of both required core and elective
hospitality course syllabi, found limited references to any of the five themes of global
competency developed by Russo and Osborne (2004). These courses focused on
understanding the roles and needs of guests and customers.
Two elective courses identified by one hospitality coordinator had specific
learning objectives related to global competency. These culinary syllabi were not part
of the core requirements for the hospitality management degree or certificate.
Interestingly, one coordinator indicated a cultural quiz is administered to ascertain
student knowledge in her program’s Introduction to Hospitality course.
Research Question 2
What are the themes and characteristics of global competency in community
college hospitality programs that could be more intentionally written into the
curriculum?
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The findings indicate at least four important characteristics of global
competency that hospitality management coordinators felt could be more
intentionally written into hospitality curriculums. This included the need to study a
foreign language, knowledge of world geography, cultural aspects of food, and
international travel/employment courses (study abroad).
Taking foreign language coursework is a direct avenue through which
hospitality management students can learn about other cultures and countries. Several
of the coordinators alluded to the fact that while English is spoken around the world,
hospitality students should make every effort to learn foreign languages to be able to
communicate effectively. One of the hospitality curriculums incorporated a foreign
language as a general education requirement. This requirement was Spanish for the
Hospitality Industry. However, the course was not currently being offered due to
scheduling conflicts. The general consensus among the study participants was that to
truly understand your guests, you must first attempt to understand who they are. One
way that this can be accomplished is through learning languages.
The findings also indicated that knowledge of geography should be a key
content area for hospitality management students. This is especially important
because the hospitality industry is, by nature, a global business. Students who
comprehend global conditions, events, and issues, and specifically where these things
are taking place, will be in a better position to view the world through multiple lenses.
Another element that could be more intentionally written into the curriculum
is the cultural aspects of food. Several coordinators expressed the notion that offering
ethnic cooking courses and international cuisines courses are channels through which
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hospitality management students could become more globally competent. In addition,
by offering themed dinner events that focus on international cuisines from around the
globe, hospitality students can experience diverse cultural facets that encompass food,
dress, language, symbols, artifacts, religion, and music.
Lastly, the opportunity for study abroad courses such as international travel
and overseas employment was vital for learning global competencies. Several
coordinators believed that travel abroad courses could provide hospitality
management students with exposure to numerous global competencies. These
competencies can include the customs, values, and lifestyles of people from around
the globe.
Research Question 3
How and in what ways is teaching global competency worthwhile for students of
community college hospitality programs?
Findings clearly indicate two prominent areas in which global competencies
can be valuable to hospitality management students. These include (1) career and job
advancement opportunities and (2) providing better service to guests through an
understanding of cultures from around the world.
Several coordinators strongly believed that students who are globally
competent are more likely to secure employment both locally and abroad. Hospitality
management students who acquire competencies encompassing cross-cultural
adaptability, foreign languages, and diverse and knowledgeable worldviews, will be
sought after by hospitality employers who are expanding their global markets.
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Students who are globally competent will be able to traverse working
environments where there may be three or four different cultures and languages
present. More specifically, hospitality management students who are globally
competent would be able to communicate and interact more successfully with a
diverse array of travelers. Doing so increases the span of guests one can effectively
serve.
Last but not least, the findings show hospitality management students must
possess an understanding of the guests they interact with. In particular, being able to
assist and serve someone outside of one’s own cultural paradigm is fundamental in
order to make guests feel welcome in any establishment. Continually interacting with
individuals of different backgrounds, attitudes, viewpoints, and education, can
provide cultural learning experiences for hospitality management students. The study
participants also stressed how working and living abroad can develop an appreciation
for other cultures. This can also assist with facilitating good working relationships
with co-workers.
Research Question 4
Are the concepts of global competency, multiculturalism, cultural diversity, and crossculture awareness analogous in hospitality programs?
Findings show the coordinators felt each of the terms do have slightly
different meanings when discussed in the contexts of hospitality management
programs. Yet, each of the terms was related through elements of people and their
cultures. Study participants understood global competency as a rather vague concept.
They felt hospitality management students could have a competency or understanding
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of a skill, an attitude, and knowledge that relates to something global. However, it
was pointed out that an understanding of something does not necessarily mean
agreement.
The coordinators defined multiculturalism as an understanding of many
diverse ethnic groups in which everyone is tied together within the confines of a
specific space or region. They felt multiculturalism has to do with an understanding
of many cultures, not just one’s own culture; and that cultural diversity was seen as
both an acceptance and recognition of other cultures.
Most important, it was found that cross-cultural awareness was most closely
associated with global competency. Study participants believed, in many cases, that
hospitality management students can first experience cross-cultural awareness before
multiculturalism and cultural diversity. While working in the industry, many
hospitality management students have an opportunity to learn about cultural elements
such as the customs, food, traditions, and lifestyles from interactions with coworkers.
These cultural elements can be very different from the ones they experience in the
cities or suburbs in which they live. Therefore, some hospitality students could learn
about people from other parts of the world before they learn about cultural diversity
and multicultural aspects within their own cities or towns.
In addition, many of the coordinators felt the concept of cultural diversity
goes beyond just understanding culture. Hospitality management students need to
have empathy towards other cultures. Such compassion and empathy begins with an
understanding of global issues and specifically how such events may have shaped the
lives of these individuals. Providing learning opportunities for hospitality students to
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become more aware of each of these terms and incorporating the contextual elements
from each into hospitality courses could provide students with a historical, political,
and social perspective of multiple cultures. While each term obviously has a specific
definition, study participants believed all were virtually tied together through the
facets of culture and people; and students need an awareness of how each is
interconnected yet uniquely separate.
Research Question 5
What are the components of curriculum and program development that may
foster or deter the inclusion of global competency in community college hospitality
programs?
The findings showed several significant elements were both fostering and at
the same time deterring global competency from being incorporated and/or infused
into hospitality management programs.
The coordinators identified that an amalgamation of language and culture that
is related to that language can foster global competency. The data uncovered that an
appreciation and recognition of multiple cultural paradigms and/or ways of knowing
and learning can cultivate global competency. Hospitality coordinators believed there
were four courses within hospitality management programs that were of particular
importance for developing global competency. These courses included international
cuisines, ethnic cooking, travel and tourism, and introduction to the hospitality
industry. The coordinators pointed out these classes are natural sites for introductions
to the topic of global competency.
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International cuisine courses can encompass the study of a region’s culture,
religion, language, history, geography, and of course the food and ingredients
indigenous to that area. Whereas ethnic cooking classes can introduce hospitality
management students to aspects of global competency through the culture and
customs of very distant regions of the world. Hospitality kitchens where food is
prepared represent international venues where hospitality students can be introduced
to global competencies that tie language and food together. Because of this, many of
the coordinators strongly suggested that hospitality management students further their
international skills by studying a foreign language.
The coordinators noted that travel and tourism courses are of particular
importance in promoting global competency because they allow hospitality students
to explore other counties through planning travel itineraries. Travel itineraries and
travel presentations encourage exploration of such topics as language, currency,
political climate, geographical regions, history, religion, art, music, and food.
The introduction to hospitality industry courses were also identified as an
avenue to advance global competencies through an exploration of the hospitality
industry. Students learn about the global nature of lodging, foodservice operations,
international travel and possible careers associated with each area. Through studying
the international dimensions related to these areas, students are introduced to
elements of culture, language, and geography. From this, hospitality management
students develop a conceptual framework that can assist them in seeing the world
through a diverse and well-informed point of view.
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Inclusion of Global Competency Concepts Problematic
However, several elements were felt to deter the incorporation of the concept
of global competency in hospitality programs. A main element was the lack of
available teaching materials. Teachers lack textbooks and other learning resources
regarding global competency upon which to build their syllabi and lesson plans.
Currently there are textbooks on globalization, but an extremely limited selection on
global competency. Also, there are essentially no learning resource materials
exploring global competency from a hospitality management perspective. While
various working papers and conference papers on global competency have been
published to assist instructors in incorporating global competencies into their courses,
actual textbooks need to be published that focus specifically on the hospitality
curricula and global competencies.
Secondly, hospitality curriculums are ethnocentric and taught from only a
western perspective. This can often hinder the infusion and learning of global
competency. Furthermore, this begs the question; from whose viewpoint do
hospitality curriculums teach global competency? When it is eventually taught,
should it be taught based on local and regional perspectives, cultural perspectives, or
nationality perspectives? Teaching global competencies from only one standpoint
may limit the type and amount of learning taking place.
In addition, several of the coordinators said when advising students, they
recommend enrolling in foreign language and travel abroad courses to satisfy their
elective requirements. However, recommendations do not guarantee that hospitality
students will choose these courses. Students can choose from a number of electives to
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meet their program requirements. A more direct approach through which hospitality
management students can acquire global competencies is by its inclusion in
hospitality program goals and course learning objectives.
Implications of the Research Findings
From the analysis of the data, it is evident that the seven coordinators believe
that global competency is a worthwhile subject to incorporate into hospitality
management curriculums. The coordinators recognized as well as identified many
benefits associated with global competency. Also, an analysis of the hospitality
management course syllabi found there was limited articulation or reference to global
competency within the learning objectives. Thus, community college hospitality
programs in northeast Illinois are in need of a model that can successfully infuse
global competencies into several areas of their hospitality programs.
Curriculum Infusion Model for Global Competency
Therefore, to assist coordinators in injecting global competency into their
hospitality curriculums is the Curriculum Infusion Model. Developed by the
researcher, the Curriculum Infusion Model for Global Competency provides program
coordinators with a means to efficiently and effectively incorporate global
competency into their departments. This model is not designed to overhaul an entire
hospitality curriculum, but instead to simply introduce global competencies into
hospitality programs. This model can be easily reworked or redesigned to meet the
needs of individual hospitality management programs.
While it is acknowledged that hospitality program coordinators and hospitality
faculty are very busy individuals with often hectic work schedules, this model
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provides the needed resources to incorporate global competencies into hospitality
programs and courses. A compelling reason for hospitality management coordinators
and instructors to consider infusing global competencies into hospitality curricula is
to improve students’ job prospects domestically and abroad. It can also provide
students with communication skills that will allow them to successfully interact with
students and teachers from very diverse backgrounds. Such effective interaction is
crucial in an ever increasing interconnected global society.
The Curriculum Infusion Model for Global Competency is flexible and can be
utilized by not only community college hospitality programs, but also universities that
offer bachelors, masters, and doctoral hospitality management degrees. The
Curriculum Infusion Model injects global competency in three different areas. Table
45 illustrates these three areas.
Table 45. Curriculum Infusion Model for Global Competency
1. Program Level
Global Competency

2. Course Level
3. Faculty Activities

This model is also very practical because it provides a list of program level
goals and course level objectives created by higher education specialists. Appendix
A, B, and C contains reference lists for international learning outcomes and global
competencies created by community colleges and higher education practitioners.
Hospitality coordinators can use these learning outcomes to serve as guides when
developing their own goals and objectives.
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The first area of the Curriculum Infusion Model for Global Competency
occurs at the program level. Global competencies can be easily introduced through a
hospitality program’s learning goals. Palomba and Banta (1999) note that program
goals “are used to express intended results in general terms.... The term goals is used
to describe broad learning concepts such as clear communication, problem solving,
and ethical awareness.” (p. 26).
Suskie (2004) states that a department should “limit the number of major
program goals that you assess to three to six. Once you are comfortable assessing
those goals, you can always add additional goals.” (p. 79).
This model suggests four program level goals reflective of global competency
for hospitality management programs. Upon graduating from a community college
hospitality management program, students will be able to:
1. Identify cultural attributes related to cultures other than their own.
2. Posses a working knowledge of languages used around the world.
3. Recognize distinct geographic regions around the world as well as identify
cultures associated with these areas.
4. Identify international events and issues affecting cultures around the globe.
This list is not meant to be all inclusive and fit precisely into every hospitality
program. It is designed as a starting point and frame of reference for the creation of
program goals that are more globally competent. It is also important for each
hospitality management coordinator to assure that they are linking course learning
objectives with program goals.
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The second area of the Curriculum Infusion Model for Global Competency
occurs at the course level. At this level, student learning is guided and measured by
written course objectives. Learning objectives are normally found in course syllabi.
Palomba and Banta (1999) define an objective as being used to describe proposed
results in exact terms. Maki (2004) points out that learning objectives “identify...what
students should learn, understand, or appreciate as a result of their studies.” (p. 61).
After review of the seven associate of applied science degrees as well as all
seven program certificates in hospitality management, it was identified that the
Introduction to Hospitality course was a common element. The Curriculum Infusion
Model provides four global competency learning objectives that hospitality
instructors can incorporate directly into Introduction to Hospitality courses. Maki
(2004) defines student learning objectives as identifying “what students should be
able to demonstrate or represent or produce as a result of what and how they have
learned” (61).
The following four global competency learning objectives can be adjusted to
fit the needs of instructors who teach the Introduction to Hospitality course. Upon
successful completion of this course, students will be able to:
1. Analyze and present knowledge of specific facets of another culture (can
include art, literature, music, food, dress, education, and lifestyles).
2. Demonstrate a proficiency in reading, writing, speaking, and listening in
another language.
3. Examine and display several geographic regions within a foreign country as
well as the cultures represented within those regions.
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4. Analyze and present details of one international event or issue (can
include economics, politics, history, science, technology, human rights, or
the environment).
A main purpose of this list is to act as a framework for building more globally
competent learning objectives in any hospitality course syllabi. Important to note,
these course level learning objectives must be in alignment with the program level
goals.
The third area of the Curriculum Infusion Model for Global Competency
assists with providing corresponding faculty activities. To enhance and provide a
guide for faculty activities, hospitality instructors can incorporate learning projects to
infuse global competency into specific courses. This section of the model provides
teachers with four student learning activities that will foster global competency in
Introduction to Hospitality courses.
Cultural Group Project (Corresponding to Learning Objective # 1)
Analyze and present knowledge of specific facets of another culture (can
include art, literature, music, food, dress, education, and lifestyles). A group will
consist of three to four students for this project. Once formed, the groups will decide
on one foreign culture they would like to study. Each member of the group is to focus
on two different facets of the culture that the group selected to study.
The group can present their findings to the class as well as collaborate on a
PowerPoint presentation showcasing what they learned and how this new knowledge
can assist them in their careers. Presentations should include an opportunity for
comments and questions from the rest of the class. This project was designed to assist
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students in recognizing cultural differences and ultimately to begin to develop
multiple lenses through which to view the world.
Foreign Language Application Exercise (Corresponding to Learning Objective # 2)
Students will demonstrate a proficiency in reading, writing, speaking, and
listening in another language. Students will partner with another student and decide
on one foreign language they would both like to study. Partners will research and
select at least 20 foreign words or phrases they would like to learn. The focus of this
exercise is on practical words used in the foreign language. Students can select words
or phrases used in interactions between hospitality professionals and guests.
This could include words or phrases that people use in greeting one another,
as well as hospitality terms used in the areas of cuisine, currency, time, and asking
directions. Students are to present the phrases to the rest of the class in written and
spoken form. Role-playing between two students would be an ideal format for
presenting what they have learned about the language to the class. Hand-outs with the
translated words and phrases, as well as the script of their scenario could be
distributed to the class. Sources are to be cited to assure the translations were
obtained from appropriate language/translation literature. This exercise is designed to
assist hospitality students in realizing how foreign language opens windows to a more
profound understanding of people from different cultures.
Travel Project Presentation and Paper (Corresponding to Learning Objective # 3)
Students will examine and display several geographic regions within a foreign
country as well as the cultures represented within those regions. Students will form
small groups and select a foreign country they would like to study. Each group
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member will focus on one distinct region and research the geography and culture of
that area. For example, if a group researches France, one student could present the
Burgundy wine districts, another could report on the Cote d’Azur (French Riviera),
and another could present the districts in and around Paris.
When researching these regions, students will undoubtedly discover not only
geographical information, but also cultural information including special events
unique to that region. Students will uncover a multitude of diversity that can exist in
just one country. This project is designed to assist students with developing a varied
and more well-informed worldview.
International Events or Issue Paper (Corresponding to Learning Objective # 4)
Students are to analyze and present details of one international event or issue
(can include economics, politics, history, science, technology, human rights, or the
environment). The focus of this paper is on the effects the selected issue or event is
having or has had on the country chosen.
As an example, a student may elect to focus on the country of New Zealand
and an environmental issue such as the depletion of the ozone layer directly above
this country. Students could report on how this issue has affected New Zealanders
including the native Maori that still live there. The research could center on how this
environmental issue has changed their lifestyles and what the long term effects mean
for these cultures. This assignment is designed to assist students in developing crosscultural sensitivities through awareness of issues or events that affect other cultures.
The Curriculum Infusion Model of global competency represents a starting
point for hospitality management coordinators to advance their curriculums through
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the incorporation of global competencies. It was designed to inspire further scholarly
research and promote the continued development of new course learning objectives
and program goals. This model can be utilized by not only hospitality coordinators
and faculty, but also by chairpersons, deans, and any who oversee hospitality
management programs in higher education.
Recommendations for Future Research
Traditional Research
The findings from this study regarding how and in what ways global
competency was found in community college hospitality programs can be utilized as
a foundation for future research on global competency involving similar types of
career programs.
Throughout the history of doctoral and scholarly research, the underlying
question at the end of any research is what other issues and questions may have
arisen. It is apparent that while providing findings to answer the original driving or
guiding research questions, the study has raised additional questions. Because of this,
future research on the concept of global competency in the hospitality industry might
focus on:
a. Examination of lifelong learning and the benefits of global competency for
the hospitality industry.
b. Analysis of global competency within culinary arts, baking and pastry, and
travel and tourism programs.
c. Creation of a global competency rating scale to determine hospitality
management student’s level of competency.
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d. Exploration of partnerships between hospitality management programs and
foreign language departments.
Global Research
This research on global competency is distinctive in several ways. First, the
extent of the research can be considered beneficial and informative for both
hospitality programs and the hospitality industry. The study is one of the earliest to
conduct face-to-face interviews on the subject of global competency with participants
who can offer rich and descriptive information and data. Hospitality program
coordinators brought with them to the interviews an infusion of hospitality industry
and educational experience, as well as cultural travel experience. This blend of
experiences is not necessarily found in other research participants. Therefore, their
contribution to this empirical study benefits not only hospitality schools and
hospitality employers across the globe, but also acts as a springboard for future global
academic research on the concept of global competency.
Sadly, many people in the United States and across the globe cannot define
what it means to be globally competent. Thus, this research represents an avenue
through which the benefits of having globally competent students and citizens are
realized.
Because research into the concept of global competency is still relatively new
in the field of higher education, the researcher would like to offer recommendations
for future international research. These recommendations were developed with the
hope of piquing interests of hospitality practitioners throughout the world. The
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following is a list of areas or topics which would merit further global research on the
concept of global competency:
a. Exploration of hospitality management programs across the globe to
ascertain if global competency is present in program goals and course
learning objectives.
b. Analysis of foreign languages in the hospitality industry as well as
hospitality management programs.
c. Creation of a global competency course specifically designed for hospitality
management programs.
d. Examination of the possible development of an international database
where hospitality management instructors can collaborate with one another
on the concept of global competency.
It is the researcher’s expectation that further global research will strengthen
our current knowledge as well as discover new avenues through which global
competency can be incorporated into other career fields. Most important, it is the
hope of this researcher that people from around the globe will recognize the
importance of global competency in all aspects of their daily lives.

201
REFERENCES

Advisory Council for International Educational Exchange. (1988, August). Educating
for global competence: The report of the advisory council for international
education exchange. Retrieved December 12, 2007, from http://www.ciee.org/
research_center/archive/Global_Competence/1988GlobalCompReport.pdf
Agada, J. (1998). Multicultural education and the emerging paradigm: An essay in
cultural epistemology. The Urban Review, 30(1), 77-95.
Agar, M. H. (1980). The professional stranger: An informal introduction to
ethnography. San Diego, CA: Academic Press.
Allen, G. (2004). Role of faculty in international education. Retrieved January 23,
2009, from https://www.nasulgc.org/NetCommunity/Document.Doc?id=64
American Council on Education. (1998). Educating for global competence:
America’s passport to the future. Washington, DC: American Council on
Education.
American Council on Education. (2006, October). A handbook for advancing
comprehensive internationalization: What institutions can do and what
students should learn. Washington, DC: American Council on Education.
American Council on International Intercultural Education and The Stanley
Foundation. (1996, November 15-17). Educating for the global community: A
framework for community colleges. Retrieved October 25, 2007, from http://
www.eric.ed.gov/ERICDocs/data/ericdocs2sql/content_storage_01/0000019b/
80/16/99/65.pdf

202
Apartments.com. (2009). Chicago & Vicinity. Retrieved November 14, 2008, from
http://www.apartments.com/Illinois/Chicago&Vicinity
Arends, R. I. (2007). Learning to teach (7th ed.). New York, NY: McGraw-Hill.
Banks, J. A. (1988). Multiethnic education: Theory and practice (2nd ed.). Newton,
MA: Allyn and Bacon.
Banks, J. A., & McGee-Banks, C. A. (2001). Multicultural education: Issues and
perspectives. New York, NY: John Wiley & Sons.
Banks, J. A. (Ed.). (2004). Diversity and citizenship education: Global perspectives.
San Francisco, CA: Jossey-Bass.
Barker, J. A. (1992). Future edge: Discovering the new paradigms of success. New
York, NY: William Morrow & Company, Inc.
Bennett, C. I. (1995). Comprehensive multicultural education: Theory and practice
(3rd ed.). Needham Heights, MA: Allyn & Bacon.
Bennett, M., & Hammer, M. (1998). The developmental model of intercultural
sensitivity. Retrieved November 14, 2007, from http://www.intercultural.
org/pdf/dmis.pdf
Bergen, K. (2008, September 22). DePaul to train hotel leaders. Retrieved
September 23, 2008, from http://www.chicagotribune.com/business/chi-mondepaul-hilton-foundationsep22,0,3180691.story
Bloom, B. S., Englehart, M. D, Furst, E. J., Hill, W. H., & Krathwohl, D. R. (1956).
Taxonomy of educational objectives: The classification of educational goals
handbook 1: cognitive domain. New York, NY: Longman.

203
Bogdan, R. C. & Biklen, S. K. (2007) Qualitative research for education: An
introduction to theories and methods (5th ed.). Boston, MA: Allyn and Bacon.
Boli, J., & Lechner, F. J. (2001). Globalization and world culture. Retrieved
November 10, 2007 from http://www.sociology.emory.edu/flechner
/Index.html
Bresciani, M. J. (2006). Outcomes-based academic and co-curricular program
review. Sterling, VA: Stylus Publishing, LLC.
Brookfield, S. D. (1986). Understanding and facilitating adult learning. San
Francisco, CA: Jossey-Bass.
Candy, P. C. (1991). Self-direction for lifelong learning. San Francisco, CA: JosseyBass.
Cardwell, T. (2006, August/September). Globalizing: Getting started. Community
College Journal, 14-17.
Chao, G. T., & Moon, H. (2005). The cultural mosaic: A metatheory for
understanding the complexity of culture. Journal of Applied Psychology,
90(6), 1128-1140.
Coombs, P. H. (1985). The world crisis in education: A view from the eighties. New
York, NY: Oxford University Press.
Council for Higher Education Accreditation. (2003, September). Statement of mutual
responsibilities for student learning outcomes: Accreditation, institutions, and
programs. Retrieved October 7, 2007, from http://www.chea.org/pdf/
stmntStudentLearningOutcomes9-03.pdf.

204
Creswell, J. W. (1998). Qualitative inquiry and research design: Choosing among
five traditions. Thousands Oaks, CA: Sage.
Creswell, J. W. (2007). Qualitative inquiry and research design: Choosing among
five approaches (2nd ed.). Thousands Oaks, CA: Sage.
D'Annunzio-Green, N. (2002). An examination of the organizational and crosscultural challenges facing international hotel managers in Russia.
International Journal of Contemporary Hospitality Management, 14(6), 266273.
Denzin, N. K., & Lincoln, Y. S. (1994). Handbook of qualitative research. Thousands
Oaks, CA: Sage.
Denzin, N. K., & Lincoln, Y. S. (Eds.). (2005). The sage handbook of qualitative
research (3rd ed.). Thousand Oaks, CA: Sage.
Dewey, J. (1938). Experience and education. New York, NY: Macmillan Company.
Dexter, L.A. (1970). Elite and specialized interviewing. Evanston, IL: Northwestern
University Press.
Dey, I. (1993). Qualitative data analysis. London: Routledge.
Dunn, L., Morgan, C., O'Reilly, M., & Parry, S. (2004). The student assessment
handbook. New York, NY: RoutledgeFalmer.
Fontana, A., & Frey, J. H. (2005). The interview: From neutral stance to political
involvement. In N. K. Denzin and Y. S. Lincoln (Eds.), The sage handbook of
qualitative research (3rd ed., p. 708). Thousand Oaks, CA: Sage.

205
Gay, G. (1995). Curriculum theory and multicultural education. In J. A. Banks, &
C.A.M. Banks (Eds.), Handbook of research on multicultural education (pp.
25-43). New York, NY: Macmillan Company.
Grygoryev, K., & Karapetrovic, S. (2005). Tracking classroom teaching and learning:
An SPC application. Quality Engineering, 17(3), 405-418.
Guba, E. G., & Lincoln, Y. S. (1981). Effective evaluation. San Francisco, CA:
Jossey-Bass.
Halpern, E. S. (1983). Auditing naturalistic inquiries: The development and
application of a model. Retrieved November 23, 2008, from ProQuest Digital
Dissertations. (AAT 8317108).
Hermans, H. J. M., & Kempen, H. J. G. (1998, October). Moving cultures: The
perilous problems of cultural dichotomies in a globalizing society. American
Psychologist, 53(10), 1111-1120.
Hernon, P., & Dugan, R. (2004). Outcomes assessment in higher education: Views
and perspectives. Westport, CT: Libraries Unlimited.
Higley, J. (2007, April). ALIS notebook: Carlson aims to maintain its momentum
throughout 2007. Hotel & Motel Management, 222(6), 47.
How many franchises do you have in each of the following regions as of Jan. 1st,
2007? (2007, March 5). Hotel & Motel Management, 222(4), 26.
Howard Community College. (1999). Preparing students as global citizens. Retrieved
October 25, 2007, from http://www.eric.ed.gov/ERICDocs/data/ericdocs
2sql/content_storage_01/0000019b/80/16/d5/c2.pdf

206
Huba, M. E., & Freed, J. E. (2000). Learner-centered assessment on college
campuses: Shifting the focus from teaching to learning. Needham Heights,
MA: Allyn and Bacon.
Hunter, W. D. (2004, Spring). Got global competency? International Educator, 6-12.
Illinois Community College Board. (2007). Data and characteristics of the Illinois
public community college system. Retrieved October 10, 2007, from http://
www.iccb.org/reports.general.html
Jayawardena, C. (2001). Challenges in international hospitality management
education. International Journal of Contemporary Hospitality Management,
13(6), 310-315.
Knowles, M. S. (1980). The modern practice of adult education: From pedagogy to
andragogy. Englewood Cliffs, NJ: Cambridge Books.
Knowles, M. S. (1984). The adult learner: A neglected species (3rd ed.). Houston,
TX: Gulf Publishing Company.
Kolb, D. A. (1984). Experiential learning: Experience as the source of learning and
development. Englewood Cliffs, NJ: Prentice Hall.
Lake, R. S. (2005) Global construction of higher education: How college/university
presidents around the world make decisions. Retrieved October 26, 2007,
from ProQuest Digital Dissertations. (AAT 3172322).
Lee, T. W., Mitchell, T. R., & Sablynski, C. J. (1999). Qualitative research in
organizational and vocational psychology, 1979-1999. Journal of Vocational
Behavior. 55(2)161-187.

207
Levin, J. S. (2001). Globalizing the community college. New York, NY: Palgrave.
Levins, H. (2004). Symbolism of the pineapple: Being the brief and colorful
history of a truly American fruit. Retrieved June 14, 2007, from http://www.
levins.com/pineapple.html
Lincoln, Y. S., & Guba, E. G. (1985). Naturalistic inquiry. Newbury Park, CA: Sage.
Madison, D. S. (2005). Critical ethnography: Methods, ethics, and performance.
Thousand Oaks, CA: Sage.
Maki, P. L. (2004). Assessing for learning: Building a sustainable commitment across
the institution. Sterling, VA: Stylus Publishing, LLC.
McCarthy, P. R., & McCarthy, H. M. (2006). When case studies are not enough:
Integrating experiential learning into business curricula. Journal of Education
for Business, 81(4), 201-204.
Mendenhall, M., Punnett, B. J., & Ricks, D. (1995). Global management. Cambridge,
MA: Blackwell Publishers.
Merriam, S. B. (1998). Qualitative research and case study applications in education.
San Francisco, CA: Jossey-Bass.
Merriam, S. B., & Simpson, E. L. (2000). A guide to research for educators and
trainers of adults (2nd ed.). Malabar, FL: Krieger Publishing Company.
Merriam, S. B., Caffarella, R. S., & Baumgartner, L. M. (2007). Learning in
adulthood: A comprehensive guide (3rd ed.). San Francisco, CA: Jossey-Bass.
Michlitsch, J. F., & Sidle Wright, M. (2002, January). Assessing student learning
outcomes: A comparative study of techniques used in business school
disciplines. Journal of Education for Business, 77(3), 125-130.

208
Miles, M. B., & Huberman, A. M. (1994). Qualitative data analysis. (2nd ed.).
Thousand Oaks, CA: Sage.
Morey, A. I. (2000, April). Changing higher education curricula for a global and
multicultural world. Higher Education in Europe, 25(1), 25-39.
National Association of Foreign Student Advisers. (2006, March) An international
education policy for U.S. leadership, competitiveness, and security. Retrieved
October 9, 2007, from http://www.nafsa.org/public_ policy.sec/united_ states_
international/toward_an_international.
National Association of State Universities and Land-Grant Colleges. (2004, October).
A call to leadership: The presidential role in internationalizing the university.
Retrieved October 9, 2007, from https://www.nasulgc.org/Net Community/
Document.Doc?id=32.
National Centre for Social Research. (n.d.). Qualitative research. Retrieved October
22, 2008, from http://www.natcen.ac.uk/natcen/pages/hw_qualitative.htm
Olson, C. L., & Kroeger, K. R. (2001). Global competency and intercultural
sensitivity. Journal of Studies in International Education, 5(2), 116-137.
Olson, C. L., Green, M. F., & Hill, B. A. (2006). A handbook for advancing
comprehensive internationalization: What institutions can do and what
students should learn. Washington, DC: American Council of Education.
Opening nine new hotels per month: Carlson hotels boast strong global expansion.
(2005, July 15). Lodging Hospitality, 61(10), 2.

209
Palomba, C. A., & Banta, T. W. (1999). Assessment essentials: Planning,
implementing, and improving assessment in higher education. San Francisco,
CA: Jossey-Bass.
Patton, M. Q. (1990). Qualitative evaluation and research methods (2nd ed.).
Newbury Park, CA: Sage.
Patton, M. Q. (2002). Qualitative research & evaluation methods. (3rd ed.).
Thousand Oaks, CA: Sage.
Phillippe, K. A., & Sullivan, L. G. (2005). National profile of community colleges:
Trends & statistics (4th ed.). Washington, DC: Community College Press.
Preston, N. (2007). The great work: Toward an eco-centric, global culture. Social
Alternatives, 26(3), 5-9.
Robertson, R. (1992). Globalization: Social theory and global culture. London:
Sage.
Romano, R. M. (Ed.). (2002). Internationalizing the community college. Washington,
D. C.: Community College Press.
Ruggless, R. (2006). Global ambitions. Nation's Restaurant News, 40(38), 47-52.
Russo, S. L., & Osborne, L. A. (2004). The globally competent student. Retrieved
January 1, 2008, from https://www.nasulgc.org/NetCommunity/Document.
Doc?id=41
Santrock, J. W. (2004). Educational psychology (2nd ed.). New York, NY: McGrawHill.
Schatzman, L., & Strauss, A. L. (1973). Field research: Strategies for a natural
sociology. Englewood Cliffs, NJ: Prentice Hall.

210
Schmidt, M. J. (2003, August 25). Fruitful fact: In hospitality, the pineapple always is
king. Nation's Restaurant News, 37(34), 66.
Spencer-Oatey, H. (Ed.). (2000). Culturally speaking: Managing rapport through talk
across cultures. London: Continuum.
Stake, R. E. (1995). The art of case study research. Thousand Oaks, CA: Sage.
Stake, R. E. (2005). Qualitative case studies. In N. K. Denzin and Y. S. Lincoln
(Eds.), The sage handbook of qualitative research (3rd ed., pp. 443-444).
Thousand Oaks, CA: Sage.
Strauss, A. L., & Corbin, J. (1990). Basics of qualitative research: Grounded theory
procedures and techniques. Newbury Park, CA: Sage.
Suarez-Orozco, M. M., & Qin-Hilliard, D. B. (2004). Globalization: Culture and
education in the new millennium. Berkeley, CA: University of California
Press.
Suskie, L. A. (2004). Assessing student learning: A common sense guide. Bolton,
MA: Anker Publishing.
Sutton, M. (2005, Winter). The globalization of multicultural education. Indiana
Journal of Global Legal Studies, 12(1), 97-108.
Tuijnman, A. C., & Van Der Kamp, M. (Eds.). (1992). Learning across the lifespan:
Theories, research, policies. England: Pergamon Press.
United Nations Educational, Scientific and Cultural Organization. (1997, July).
Monitoring adult learning: Monitoring adult learning for knowledge-based
policy-making. Retrieved November 14, 2007, from http://portal.unesco.org

211
United States Census Bureau. (2008). Countries and areas ranked by population:
2009. Retrieved December 18, 2008, from http://www.census.gov/cgibin/ipc/idbrank.pl
United States Department of Commerce. (2008). Profile of U.S. resident travelers
visiting overseas destinations: 2007 Outbound. Retrieved September 25,
2008, from http://www.tinet.ita.doc.gov/outreachpages/download_data_
table/2007_Outbound_Profile.pdf
United States Department of Commerce. (2008). Profile of overseas travelers to the
United States: 2007 Inbound. Retrieved September 25, 2008, from http://
www.tinet.ita.doc.gov/outreachpages/download_data_table/2007_Overs
eas_Visitor_Profile.pdf
United States Department of Commerce. (2008). 2007 international arrivals to the
United States: Fourth quarter and annual highlights. Retrieved September 23,
2008, from http://www.tinet.ita.doc.gov/outreachpages/download_data _table
/Analysis_2007YTD_Arrivals.pdf
United States Department of Commerce. (2008). U. S. sets new records for travel
abroad in 2007: Fourth straight year for record visitors and spending abroad
Retrieved September 23, 2008, from http://tinet.ita.doc.gov/outreachpages/out
bound.general_information.outbound_overview.html
United States Department of Labor. (2008). Occupational outlook handbook: 20082009. Indianapolis, IN: JIST Publishing.

212
Velo, V., & Mittaz, C. (2006). Breaking into emerging international hotel markets:
Skills needed to face this challenge and ways to develop them in hospitality
management students. International Journal of Contemporary Hospitality
Management, 18(6), 496-508.
Wagner, J. P. (2008). Enneagram styles as personality paradigms. Retrieved
November 10, 2007, from http://www.enneagramspectrum.com/articles/
personalityparadigm.htm
Walsh, J. P. (2004, March). Companies extend brands' development throughout the
world. Hotel & Motel Management, 219(5), 26-27.
Webster’s New College Dictionary. (2007). Cleveland, OH: Wiley.
Webster’s New Roget’s A-Z Thesaurus. (1999). Cleveland, OH: Wiley.
Wehlburg, C. M. (2006). Meaningful course revision: Enhancing academic
engagement using student learning data. Bolton, MA: Anker Publishing.
Willis, J. W. (2007). Foundations of qualitative research: Interpretive and
critical approaches. Thousand Oaks, CA. Sage.
Wolff, C. (2007, March 15). The Wyndham whirlwind. Lodging Hospitality, 63(4),
26-30.
World Values Survey. (2006). Building a worldwide network of social scientists.
Retrieved November 10, 2007, from http://www.worldvaluessurvey.org/
Yin, R. K. (2003). Case study research: Design and methods (3rd ed.). Thousand
Oaks, CA: Sage

213
APPENDICES
APPENDIX A
COMPILATION OF INTERNATIONAL LEARNING OUTCOMES
FROM THE AMERICAN COUNCIL ON EDUCATION
International Learning Outcomes
(Knowledge Section)
(ACE’s Lessons Learned in Assessing International Learning Project)
Knowledge
1. Demonstrates knowledge of global issues, processes, trends, and systems (i.e.,
economic and political interdependency among nations; environmental-cultural
interaction; global governance bodies).
2. Demonstrates knowledge of the relationship between local and global issues.
3. Demonstrates knowledge of one’s own culture (beliefs, values, perspectives,
practices, and products).
4. Demonstrates knowledge of other cultures (beliefs, values, perspectives, practices,
and products).
5. Understands his/her culture in global and comparative context—that is, recognizes
that his/her culture is one of many diverse cultures and that alternate perceptions
and behaviors may be based in cultural differences.
6. Understand how his/her intended field (academic/professional) is viewed and
practiced in different cultural contexts.
7. Demonstrates knowledge of world geography and conditions.
8. Understands how historical forces have shaped current world systems.
9. Understands intercultural communication concepts.
10. Understands the nature of language and how it reflects diverse cultural
perspectives—that is, understands the way a language organizes information and
reflects culture.
Adapted from A Handbook for Advancing Comprehensive Internationalization: What Institutions Can
Do and What Students Should Learn (p. 93), by C. L. Olson, M. F. Green, & B. A. Hill, 2006,
Washington, DC: ACE. Copyright 2006 by the American Council on Education.

214
International Learning Outcomes
(Skills Section)
(ACE’s Lessons Learned in Assessing International Learning Project)
Skills
1. Uses knowledge, diverse cultural frames of reference, and alternate perspectives to
think critically and solve problems.
2. Adapts his/her behavior to interact effectively with those who are different.
3. Uses a foreign language to communicate—that is, may be able to perform one or
more of the following skills:
•
•
•
•

Speaks in a language other than his/her first language.
Listens in a language other than his/her first language.
Reads in a language other than his/her first language.
Writes in a language other than his/her first language.

4. Identifies and uses information from other languages and/or other countries—that
is, may demonstrate one or more of the skills listed below:
•
•
•
•
•

Uses language skills to enhance learning in other academic areas.
Uses the study of a foreign language as a window to cultural
understanding.
Uses learning in other academic areas to enhance language and cultural
knowledge.
Can name ways to maintain or improve his/her language skills over time.
Uses technology to participate in global exchange of ideas and
information.

5. Demonstrates coping and resiliency skills in unfamiliar and challenging situations.
6. Interprets issues and situations from more than one cultural perspective.
7. Is engaged in global issues; plays an active role in community organizations within
and beyond campus.
8. Mediates cross-cultural interactions—that is, facilitates intercultural relations for
and between others.
Adapted from A Handbook for Advancing Comprehensive Internationalization: What Institutions Can
Do and What Students Should Learn (p. 94), by C. L. Olson, M. F. Green, & B. A. Hill, 2006,
Washington, DC: ACE. Copyright 2006 by the American Council on Education.
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International Learning Outcomes
(Attitudes Section)
(ACE’s Lessons Learned in Assessing International Learning Project)
Attitudes
1. Accepts cultural differences and tolerates cultural ambiguity.
2. Is willing to learn from others who are culturally different from him/her.
3. Is willing to engage in diverse cultural situations.
4. Appreciates the language, art, religion, philosophy, and material culture of different
cultures.
5. Demonstrates movement from being sympathetic to being empathetic towards
people from other cultures.
6. Demonstrates resistance to cultural stereotyping.
7. Demonstrates an ongoing willingness to seek out international or intercultural
opportunities.
8. Displays curiosity about global issues and cultural differences.
9. Demonstrates an interest in learning or further refining communication skills in a
language other than his/her first language.
10. Is flexible, open to change, and seeks personal growth.
Adapted from A Handbook for Advancing Comprehensive Internationalization: What Institutions Can
Do and What Students Should Learn (pp. 94-95), by C. L. Olson, M. F. Green, & B. A. Hill, 2006,
Washington, DC: ACE. Copyright 2006 by the American Council on Education.
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APPENDIX B
SAMPLE GLOBAL LEARNING OUTCOMES
FROM
ST. LOUIS COMMUNITY COLLEGE AT FOREST PARK
SAN DIEGO COMMUNITY COLLEGE
KAPI’ OLANI COMMUNITY COLLEGE OF HAWAII
Global Learning Outcomes
St. Louis Community College at Forest Park
1. Demonstrate appreciation of all people, regardless of differences in race, gender,
age, lifestyle, and class.
2. Demonstrate the equality of peoples of different nations.
3. Recognize the geopolitical and economic interdependence of our world.
4. Recognize the impact of other cultures on American life and vice versa.
5. Demonstrate a capacity to work in diverse teams.
6. Demonstrate an understanding of the non-universality of culture, religion, and
values.
7. Demonstrate the responsibility of global citizenship.
8. Recognize and celebrate cultural diversity, respecting the rights of all to express
and share their individual cultural heritages.
Adapted from A Handbook for Advancing Comprehensive Internationalization: What Institutions Can
Do and What Students Should Learn (p. 96), by C. L. Olson, M. F. Green, & B. A. Hill, 2006,
Washington, DC: ACE. Copyright 2006 by the American Council on Education.
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Global Learning Outcomes
San Diego Community College
Global Perspective
1. Students will demonstrate an understanding of the interconnectedness of political,
economic, and environmental systems.
2. Students will demonstrate a knowledge of history and world events.
Intercultural Competencies
1. Students will demonstrate an understanding of the common human experience
and knowledge of intercultural issues and viewpoints.
2. Students will be able to recognize individual and cultural differences and
demonstrate knowledge of these differences.
3. Students will demonstrate good listening and information processing skills.
Global Communication Skills
1. Students will demonstrate an ability to speak, read, and write one or more foreign
languages.
2. Students will demonstrate an ability to interact successfully with people of other
cultures, backgrounds, and countries.
3. Students will demonstrate an ability to use appropriate international etiquette in
business and other situations.
Technology Skills
1. Students will demonstrate an ability to successfully utilize computer technology,
including e-mail and the Internet, for communication.
Resiliency and Coping Skills
1. Students will demonstrate an ability to manage change in their personal and
professional life.
Adapted from A Handbook for Advancing Comprehensive Internationalization: What Institutions Can
Do and What Students Should Learn (p. 99), by C. L. Olson, M. F. Green, & B. A. Hill, 2006,
Washington, DC: ACE. Copyright 2006 by the American Council on Education.
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Global Learning Outcomes
Kapi’ olani Community College of Hawaii
Program: Academic Subject Certificate in Asian Studies
Knowledge
1. Understands his/her own culture in a comparative context relative to Asia—that
is, recognizes that his/her culture is one of many diverse cultures and that
alternate perceptions and behaviors may be based in cultural differences.
2. Demonstrates knowledge of Asian issues, processes, trends, and systems (i.e.,
economic and political interdependency among nations, environmental-cultural
interaction, transnational governance bodies, and nongovernmental
organizations).
3. Demonstrates knowledge of Asian cultures (beliefs, values, perspectives,
practices, and products).
Skills
4. Uses knowledge, Asian cultural frames of reference, and alternative perspectives
to think critically and solve problems.
5. Communicates and connects with people in Asian language communities in a
range of settings for a variety of purposes, developing skills in each of the four
modalities: speaking (productive), listening (receptive), reading (receptive), and
writing (productive).
6. Uses Asian language skills and/or knowledge of Asian cultures to extend his/her
access to information, experiences, and understanding.
7. Uses writing to discover and articulate ideas about Asia.
8. Applies numeric, graphic, or other forms of symbolic reasoning accurately and
appropriately.
Attitudes
9. Appreciates the language, art, religion, philosophy, and material way of life of
Asian cultures.
10. Recognizes cultural differences and tolerates cultural ambiguity.
11. Demonstrates an ongoing interest in seeking out international or intercultural
opportunities.
Adapted from A Handbook for Advancing Comprehensive Internationalization: What Institutions Can
Do and What Students Should Learn (p. 111), by C. L. Olson, M. F. Green, & B. A. Hill, 2006,
Washington, DC: ACE. Copyright 2006 by the American Council on Education.
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APPENDIX C
58 GLOBAL COMPETENCIES
DEVELOPED BY PARTICIPANTS AT THE CONFERENCE
EDUCATING FOR THE GLOBAL COMMUNITY:
A FRAMEWORK FOR COMMUNITY COLLEGES.

58 Global Competencies
1.
2.
3.
4.
5.
6.
7.
8.
9.

Intercultural relations skills.
Interest in/reading about international current events.
Ability to identify countries of the world and their locations.
Ability to communicate with non-English speaking persons.
Ability to listen.
Technological awareness (Internet literacy).
Awareness of global issues.
Empowered to acknowledge one’s ability to make a difference.
Understanding of the dynamics of interactivity between government, business,
and education.
10. Comfortable with differences.
11. Understanding of different political and economic systems while acknowledging
economic interdependence.
12. Awareness of history.
13. Realize that challenges facing our world cannot be solved by the same kind of
thinking and actions that created them.
14. Knowledge of at least one non-Western culture.
15. Environmental literacy.
16. Understand the impact of other cultures on our lives and that culture affects
behavior and attitude.
17. Recognize that one’s own culture, religion, and values are not universally shared.
18. Ability to speak at least one other language.
19. Self-confidence in one’s own ability, identity, skills, and cultural background.
20. Seek peaceful resolution of differences.
21. Awareness of diversity, similarities, and interdependencies.
22. Read on a regular basis newspapers and magazines covering international issues.
23. Identify historical and current major world events.
24. Ability to be flexible and resourceful.
25. Understand different education systems around the world.
26. Understand different groupings within America’s own multicultural structure.
27. Participate in a voluntary in-service program (local, national, and international
levels).
28. Ability to work in diverse teams.
29. Understand various faith traditions.
30. Awareness of world demography.
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31. Be motivated by love rather than fear.
32. Realize that all the people of the world are important.
33. Have a commitment to lifelong global learning.
34. Ability to empathize and sympathize even while not accepting.
35. Exposure to other cultures through participation in international study.
36. Ability to function as a responsible member of the human species within the
community of life.
37. Awareness of human rights issues.
38. Tolerance for ambiguity.
39. Have knowledge of the United Nations and other international organizations.
40. Knowledge of international business practices.
41. Visit a non-English speaking community or country, having learned fifty words of
their language before going.
42. Focus on quality of life issues in the world community. (Recognize that the local
concept of quality of life may be different in other parts of the world.)
43. Participate in at least one student foreign exchange program.
44. Understand decision making in a global community.
45. Be able to apply trained skills to an international context.
46. Accept responsibility for global citizenship.
47. Ability to articulate human differences and similarities.
48. Knowledge of human and social geography.
49. Exercise moral leadership.
50. Develop a long-term perspective.
51. Understand that your community may become endangered without global
competence.
52. Experience the literature, music, and art of other cultures.
53. Enjoy surprises; do not fear them.
54. Be aware of the diversity of world sport.
55. Have respect for human dignity.
56. Speak, write, and read another language.
57. Understand what it means to be ethical.
58. Seek exposure to other cultures locally, including dining in ethnic restaurants
whenever possible.
Adapted from “Educating for the Global Community: A Framework for Community Colleges,” by the
American Council on International Intercultural Education and The Stanley Foundation, 1996, pp. 3435. Copyright 1996 by the American Council on International Intercultural Education and The Stanley
Foundation.

221
APPENDIX D
LETTER OF INTRODUCTION TO STUDY PARTICIPANTS

Date, 2008
Mr. XXXX
Coordinator of Hospitality Management Programs
Community College
1000 S. Community College Drive
Higher Education, IL 60000
RE: Your participation in doctoral study
Mr. XXXX
My doctoral dissertation research is entitled: Global Competency in Hospitality
Management Programs: A Perfect Recipe for Community Colleges. The purpose of
this study is to identify how and in what ways the concept of Global Competency is
found within the curriculum of hospitality management programs in community
colleges. Specifically, the focus of this research will be community colleges that offer
two-year associate of applied science degrees and certificates in hospitality
management within the northeast region of Illinois.
Our interview should last about 1½ hours and will consist of seven interview
questions. You will find these questions at the bottom of the second page. In addition,
I will need to review program materials which you feel contains possible elements of
Global Competency. This could include syllabi, class handouts, etc. I could do this at
the time of our interview or I could return to review the documents—whichever is
most convenient for your schedule. No copies of these materials are needed.
In addressing the concept of Global Competency, a brief definition is in order.
According to Sandra L. Russo and Leigh Ann Osborne (2004). A globally competent
student is one who:
1.)

Has a diverse and knowledgeable worldview.
As a graduate of a globally competent university, the student develops a
conceptual framework that informs the way he/she looks at the world. The
student continually uses this framework to analyze and compare political,
cultural, economic, historical, environmental, scientific and technological
developments.

2.)

Comprehends international dimensions of his/her major field of study.
The globally competent student not only constructs an overall framework to
inform his/her overall worldview, but also seeks to understand the international
dimensions of his/her chosen major.
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3.)

Communicates effectively in another language and/or cross-culturally.
The globally competent student recognizes that while English is often
considered the world’s dominant language, it may not always, nor should
always be the case.

4.)

Exhibits cross-cultural sensitivity and adaptability.
In addition to foreign language skills, the globally competent student exhibits
both cross-cultural sensitivity and adaptability because s/he takes advantage of
opportunities to interact with diverse individuals.

5.)

Carries global competencies throughout life.
The globally competent student recognizes the worth of international
understanding for its own sake as well as for his/her own personal fulfillment.
(2004, para. 2-9)

Your participation in my research as a representative from the community colleges of
northeast Illinois will be enlightening and help to strengthen and enrich my study.
This study is designed to interview 7 program coordinators in order to gain insight
and data as it relates to the concept of Global Competency. I anticipate completion of
data collection for this study by summer 2008.
When we meet for the interview, you will be provided with a consent form. I look
forward to meeting with you. Thank you for participating in my research.
Sincerely,

David J. Beer
Doctoral Student
National-Louis University
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APPENDIX E
PARTICIPANT INTERVIEW QUESTIONS
1.)

Does your hospitality program articulate Global Competency within your
courses or as a part of your program?

2.)

Are there any themes, characteristics, or ideas related to Global Competency
that you feel could be incorporated into your curriculum?

3.)

How can hospitality students benefit by having Global Competency as a part
of their curriculum?

4.)

Do you feel Global Competency means the same as multiculturalism, cultural
diversity, and cross-cultural awareness?

5.)

What specific components of curriculum development may foster or deter the
inclusion of Global Competency in hospitality programs?

6.)

Over the next decade, how and in what ways do you see your hospitality
program meeting the needs of the ever-changing global society?

7.)

Is there anything about the topic of Global Competency that we might not
have touched on that you would like to share with me?
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APPENDIX F
INFORMED CONSENT - PARTICIPANT
Thank you for agreeing to participate in this study that will take place from October,
2007 to January, 2009. This form outlines the purposes of the study and provides a
description of your involvement and rights as a participant.
I consent to participate in a research project conducted by David J. Beer, a doctoral
student at National-Louis University located in Chicago, Illinois.
I understand the study is entitled Global Competency in Hospitality Management
Programs: A Perfect Recipe for Community Colleges. The purpose of the study is: to
identify how and in what ways the concept of global competency is found within the
curriculum of hospitality programs at community colleges. Specifically, 1.) Does
your hospitality program articulate Global Competency within your courses or as a
part of your program? 2.) Are there any themes, characteristics, or ideas related to
Global Competency that you feel could be incorporated into your curriculum? 3.)
How can hospitality students benefit by having Global Competency as a part of their
curriculum? 4.) Do you feel Global Competency means the same as multiculturalism,
cultural diversity, and cross-cultural awareness? 5.) What specific components of
curriculum development may foster or deter the inclusion of Global Competency in
hospitality programs? 6.) Over the next decade, how and in what ways do you see
your hospitality program meeting the needs of the ever-changing global society? 7.)
Is there anything about the topic of Global Competency that we might not have
touched on that you would like to share with me?
I understand that my participation will consist of audio-taped interviews lasting 1 to
1½ hours in length with a possible second, follow-up interview lasting 1 to 1½ hours
in length. I understand that I will receive a copy of my transcribed interview at which
time I may clarify information.
I understand that my participation is voluntary and can be discontinued at any time
until the completion of the dissertation.
I understand that only the researcher, David J. Beer, will have access to a secured file
cabinet in which will be kept all transcripts, taped recordings, and field notes from the
interview(s) in which I participated.
I understand that the results of this study may be published or otherwise reported to
scientific bodies, but my identity will in no way be revealed. Also, the name of the
participant’s employer (school) will not be published. There are no anticipated risks
to the study participants.

225
I understand there are no anticipated risks or benefits to me, no greater than that
encountered in daily life. Further, the information gained from this study could be
used to assist hospitality programs and professionals.
I understand that in the event I have questions or require additional information I may
contact the researcher: David J. Beer, 5108 N. Octavia Avenue, Harwood Heights, IL
60706. Phone (708) 296-4637 or E-mail: dbeer@att.net. If you have any concerns or
questions before or during participation that you feel have not been addressed by the
researcher, you may contact my Primary Advisor and Dissertation Chair: Dr. Rebecca
S. Lake, National-Louis University (Chicago Campus), 122 S. Michigan Avenue,
Chicago, IL 60603. Phone (312) 261-3534 or E-mail: rebecca.lake@nl.edu

Participant’s Signature:________________________________________
Date:___________
Researcher’s Signature:________________________________________
Date:___________
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APPENDIX G
CONFIDENTIALITY AGREEMENT
Data Transcription
This confidentiality form articulates the agreement made between David J. Beer, the
researcher, and ABS Transcription, Inc. (XYZ Street, Chicago, IL 60606).
I understand and acknowledge that by transcribing the audiotapes provided to me by
David J. Beer, that I will be exposed to confidential information about the research
study and the research participants. In providing transcription services, at no time will
I reveal or discuss any of the information of which I have been exposed.
In addition, at no time will I maintain copies of the electronic or paper documents
generated. Further, upon completing each transcription, I agree to provide the
electronic and paper documents to the researcher:
David J. Beer
5108 N. Octavia Avenue
Harwood Heights, IL 60706
(708) 296-4367
dbeer@att.net
I understand that breach of this agreement as described above could result in personal
and professional harm to the research participants for which I will be held legally
responsible.

Date:___________
Transcriptionist’s Signature:_______________________________________

Date:___________
Researcher’s Signature:__________________________________________

227
APPENDIX H
COLLEGE CATALOGS
Community College A
Hospitality Management (AAS Degree)
2007-2009
Hours
General Education Requirements:

15

Major Core Requirements:
Microsoft Office
Applied Foodservice Sanitation
Service in the Hospitality Industry
Quantity Food Preparation for Hospitality Managers
Exploring the Hospitality Industry
Hotel and Restaurant Law
Management Accounting for the Hospitality Industry
Cost Control for the Hospitality Industry
OR
Cost and Portion Management
Mgmt. of Human Resources in the Hospitality Industry
Organizational Behavior in the Hospitality Industry
Professional Development for the Hospitality Industry
Internship in Hospitality Management

39

Major Core Electives:
Food Service Purchasing
Nutrition
Catering and Special Events Operations
Sales and Conventions Management
Event Planning
Hotel Organization and Front Office Management
Understanding Wines
Restaurant Development

12

Total Hours Required

66

228

Community College A
Hospitality Management (Certificate)
2007-2009
Hours
Major Core Requirements:
Microsoft Office
Applied Food Service Sanitation
Service in the Hospitality Industry
Quantity Food Preparation for Hospitality Managers
Exploring the Hospitality Industry
Hotel and Restaurant Law
Cost Control for the Hospitality Industry
Or
Cost and Portion Management
Mgmt. Of Human Resources in the Hospitality Industry
Organizational Behavior in the Hospitality Industry
Major Core Electives:
Nutrition
Catering and Special Events Operations
Sales and Conventions Management
Event Planning
Hotel Organization and Front Office Management
Understanding Wines
Restaurant Development
Total Required Hours

29

9

38
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Community College B
Front Office/Rooms Division Management (AAS Degree)
2008-2010
Hours
General Education Required Courses:
Composition
Business Writing
Fundamentals of Speech Communication

17

General Education Elective Courses (7-8 hour)
Required Courses:
Financial Accounting
Introduction to Cost Accounting
Business Law I
Marketing
Principles of Management
Management/Human Resources
Intro to Computer Information Systems
Food Service Sanitation
Hotel - Motel Sales Promotion
Food and Beverage Supervision
Intro to Meeting and Convention Management and Planning
Front Office/Rooms Division Management
Cooperative Work Experience
Business Technologies

50

Total Required Hours

67

230
Community College B
Front Office/Rooms Division Management (Advanced Certificate)
2008-2010
Hours
General Education and Required Courses:
Composition
Fundamentals of Speech Communications
Financial Accounting
Managerial Accounting
Business Law I
Principles of Management
Introduction to the Hospitality Industries
Front Office/Rooms Division Management
Business Technologies
Total Required Hours

31

231
Community College C
Hotel/Motel Management (AAS Degree)
2008-2009
Hours
Semester One:
Introduction to Hospitality Industry
Food Sanitation and Safety
Dining Room Service
Introduction to Convention Management
Food Preparation Essentials and Theory
Hotel and Motel Front-Office Operations

17

Semester Two:
Beverage Management
Introduction to Travel and Tourism
Culinary Arts Quantity-Food Preparation I
Housekeeping for the Hospitality Industry
Hospitality Supervision
Hospitality Marketing

17

Semester Three:
Basic Accounting
Dining Room Management
Science of Personal Health or First Aid and CPR
Communications I or Freshman Rhetoric and Composition I
Contemporary Society or American Politics or History of the U.S. to 1877

14

Semester Four:
Introduction to Computer Science
Catering Management
Cooperative Work Experience
General Education/Humanities
Communications II or Principles of Effective Speaking
Program Electives (4 hours)

17

Total Credits Required for Graduation

65
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Community College C
Hotel/Motel Management (Certificate)
2008-2009
Hours
Semester One:
Basic Accounting I
Introduction to Hospitality Industry
Food Sanitation and Safety
Introduction to Convention Management
Hotel and Motel Front Office Operations
Communications I or Freshman Rhetoric and Composition I

17

Semester Two:
Housekeeping for the Hospitality Industry
Hospitality Supervision
Hospitality Marketing
Catering Management
Cooperative Work Experience

15

Total Credits Required

32

233
Community College D
Hotel and Lodging Management (AAS Degree)
2007-2009
Hours
General Education Credits:
Program Electives:

18 to 22
3

Key First Semester Courses:
Introduction to the Hospitality Industry
Rooms Division Operations
Professional Meeting and Event Management
General Education Course
Program Requirements:
Introduction to the Hospitality Industry
Hospitality Industry Accounting
Hotel Marketing Management
Rooms Division Operations
Hotel Facilities Operations Management
Law for the Hospitality Industry
Quality Management of Service in the Hospitality Industry
Techniques of Supervision
Professional Meeting and Event Management
Advanced Hospitality Operations
Culinary Arts: Quantity Food Preparation I
Culinary Arts: Quantity Food Preparation II
Foodservice Sanitation
Cooperative Education/Internship (Occupational)
Total Required Credits for Degree

43

64-68

234
Community College D
Hotel Operations (Certificate)
2007-2009
Hours
Certificate Requirements:
Introduction to the Hospitality Industry
Hotel Marketing Management
Rooms Division Operations
Hotel Facilities Operations Management
Quality Management of Service in the Hospitality Industry
Techniques of Supervision
Professional Meeting and Event Management
Advanced Hospitality Operations
Culinary Arts: Quantity Food Preparation I
Cooperative Education/Internship III (Occupational)
Total Required Credits

31

235
Community College E
Hospitality Management (AAS Degree)
2008-2009
Hours
Required General Education Courses:
Fundamentals of Nutrition
Composition 101
Composition 102
Humanities Elective
Mathematics Elective
Introduction to Psychology

18

Required Core Courses:
Introduction to Food Preparation/Production
Introduction to the Hospitality Industry
Dining Room Operations
Food Standards and Sanitation
Menu Planning
Purchasing and Storage
Hospitality Supervision
Seminar and Internship
Hospitality Operations Analysis

27

Hotel Operations Management Electives:
Computer Fundamentals
Front Office Operations
Hospitality Facility Maintenance
Hospitality Promotions
Hospitality Law and Risk Management
Topics in Hospitality Management

15

Total Credit Hours

60-61
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Community College E
Hotel Management (Certificate)
2008-2009
Hours
Required:
Front Office Operations
Hospitality Facility Maintenance
Hospitality Supervision
Hospitality Promotions
Hospitality Law and Risk Management
Electives:
Computer Fundamentals
Introduction to the Hospitality Industry
Food Standards and Sanitation
Purchasing and Storage
Hospitality Operations Analysis
Introduction to Wines, Spirits and Beverage Management
Total Credit Hours

15

5

20

237
Community College F
Hotel/Restaurant Management (AAS Degree)
2008-2009
Hours
First Semester:
Food Service Sanitation
Introduction to Hospitality Industry
Quantity Food Production I
Business Mathematics
Composition I

15

Second Semester:
Food, Beverage and Equipment Purchasing
Hospitality Supervision
Financial Accounting
Introduction to PC Applications
Electives: Select three hours of electives from electives list.

16

Summer Semester:
Quantity Food Production II

4

Third Semester:
Menu Writing and Marketing
Speech Fundamentals
Social/Behavioral Sciences
Physical and Life Sciences, Mathematics
Electives: Select three hours of electives from electives list.

16

Fourth Semester:
Beverage Management
Principles of Macroeconomics or Principles of Microeconomics
Humanities and Fine Arts
Electives: Select two hours of electives from electives list.
Concepts of Hospitality Cost Control

14

Summer Semester:
Hospitality Portfolio
Electives List (8 hours included in above courses):
Garde Manger
Quantity Food Production III
Design and Maintenance of Food Service Facilities
Baking/Pastry I
Nutrition for Food Service Managers
Baking/Pastry II

1
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Supervisory Housekeeping
Convention Management and Service
Catering, Banquet and Specialty Services
Front Office Procedures
Hospitality Internship
Total Credit Hours

66

239
Community College F
Hotel/Restaurant Management (Certificate)
2008-2009
Hours
First Semester:
Food Service Sanitation
Introduction to Hospitality Industry
Quantity Food Production I
Menu Writing and Marketing
Composition I

15

Second Semester:
Beverage Management
Food, Beverage and Equipment Purchasing
Concepts of Hospitality Cost Control
Electives: Select six hours of electives from electives list.

15

Third Semester:
Quantity Food Production II
Hospitality Portfolio

5

Electives List (6 Hours included in above courses):
Supervisory Housekeeping
Convention Management and Service
Catering, Banquet and Specialty Services
Front Office Procedures
Hospitality Supervision
Hospitality Internship
Total Credit Hours

35
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Community College G
Hotel Management (AAS Degree)
2008-2009
Hours
First Semester:
Intro to the Hospitality Industry
Principles of Management
Sales
Social/Behavioral Science Requirement
Hotel Computer Systems

16

Second Semester:
Hospitality Supervision
Business Math
Word Processing I
Housekeeping Management
Meeting and Convention Planning
Communications Requirement

17

Third Semester:
Spreadsheet I
Introduction to Accounting I
Interpersonal Communication
Hospitality Law or Legal Environment of Business
Menu Design and Strategy
Liberal Education Requirement* (Recommend a foreign language)
Fourth Semester:
Food, Beverage, and Labor Control
Front Office Procedures
Applied Food Service Sanitation
Report Writing
Marketing
Quantity Food Purchasing
Summer Semester:
Hotel Internship: Management
Total Credit Hours

16/18

16

4
69-71

241
Community College G
Hotel Management Operations (Vocational Specialist Certificate)
2008-2009
Hours
First Semester:
Intro to the Hospitality Industry
Front Office Procedures
Hospitality Supervision
Business Communications
Interpersonal Communication
Applied Food Service Sanitation

16

Second Semester:
Hospitality Law
Meeting and Convention Planning
Hotel Computer Systems
Housekeeping Management
Word Processing I

16

Summer Semester:
Hotel Internship: Management
Total Credit Hours

4
36
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APPENDIX I
SUMMARIZED INTERVIEW TRANSCRIPTS
Community College A
Interview with Ms. A.
5 Characteristics of a
Globally Competent Student by
Russo and Osborne (2004)
Has a diverse and
knowledgeable worldview.

Synthesized Answers from Hospitality Coordinators
P2 Well, like we talked beforehand, I’m a firm
believer in that you cannot understand your
customers unless you understand who they are and
who walks into the door.
P3 …I make them take a culture quiz in the
management class and just understanding individual
behavior. So, it is something that is actually
intertwined within the curriculum frequently.
P4 However, I think it is a challenge to teach people
who come from a background of non-understanding
and so I think that sometimes, you will be very
careful to walk a fine line.
P5 I can sit there and tell you what the textbook says
but unless you understand truly what it means to
assimilate into another culture, be part of and
understand, and that is the good end of that.
P5 I hope I open up their minds and get them
thinking about different things and they will explore
that further on their own.

Comprehends international
dimensions of his/her major field
of study.
Communicates effectively in
P2 We have had a formal Global Competency, but
another language and/or crosswe have had some issues with it so it is currently out
culturally.
of the program, coming back into the program, and
that is Spanish for the hospitality industry. So, yes,
that is, it was currently being taught under the
Department of Foreign Languages so it could be
counted as a gen. ed. course.
Exhibits cross-cultural
P3 From my standpoint, I think it is not only just
sensitivity and adaptability.
understanding the culture but again being empathetic
towards it, being able to put yourself in their shoes
and understand where they are coming from and that
it is not just understanding, it goes beyond just a
rudimentary understanding.
P4 We have internships the students can go on in
Germany. We just had somebody from Finland come
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in here in hospitality. We have one of our culinary
instructors going to Finland.
Carries global competencies
throughout life.
Other:

P4 Textbooks on this issue are very difficult to find
– good ones.
* P is for page in full transcript
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Community College B
Interview with Mr. H.
5 Characteristics of a
Globally Competent Student
by Russo and Osborne (2004)
Has a diverse and
knowledgeable worldview.

Comprehends international
dimensions of his/her major field
of study.
Communicates effectively in
another language and/or crossculturally.
Exhibits cross-cultural
sensitivity and adaptability.

Carries global competencies
throughout life.
Other:

Synthesized Answers from Hospitality Coordinators
P1 We try to inject Global Competency from a
perspective of having a unique understanding of the
global knowledge base and how individuals need to
have a certain level of competency relative to that
information. Then of course, in some instances,
culture plays a role in that as well.
P1 I think you can incorporate more culture in terms
of Global Competency if we talk about defining
knowing your way around in terms of more about
ethnicity, more about different varying cultures...
P4 I think exposure to other cultures will foster
[Global Competency in Hospitality Programs].
P5 …recognition and acceptance of other cultures’
paradigms and ways of doing things can foster
positive results in a hospitality program, but if they
are only centered on one paradigm, it will definitely
be a negative.

P4 The combination of language with culture
indigenous to that language will foster [Global
Competency in Hospitality Programs].
P2 So, do you have the ability to service someone
outside of your own culture’s paradigm? The ability
to do that significantly benefits you in the scope of
service you can provide, the span of individuals you
can provide service to and ultimately your
opportunities for economic prosperity.

P1 …more about foods and a stronger emphasis
placed on geography than has been placed before.
P2 Again, in terms of infusion into the curriculum,
as I said before, geography would be a significant
issue.
P4 Geography will foster [Global Competency in
Hospitality Programs].
* P is for page in full transcript
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Community College C
Interview with Mr. D.
5 Characteristics of a
Globally Competent Student
by Russo and Osborne (2004)
Has a diverse and
knowledgeable worldview.

Synthesized Answers from Hospitality Coordinators
P2 For instance, large hotels in the city, a good many
foreign tourists come to visit and sometimes just by
being aware of certain peoples’ customs and
cultures, you make the people feel more welcome to
that particular hotel.
P2-3 Certainly if someone is to be competent in let’s
say the global society, I would say rest assured that
that person would have to be, how do you say, just
where you have some cross-cultural awareness. They
would also, of course, we probably know people of
many cultures which would tie into multiculturalism.
In other words, not just people of their own group.
P4 Well, a continuing effort to realize we are in a
global society will stimulate curriculum
development in that direction. In other words, we are
going to start developing more classes, and the
nature of our student body itself is dictating this.

Comprehends international
dimensions of his/her major field
of study.
Communicates effectively in
P1 By that, we have some classes that for instance, a
another language and/or crosslot of the language classes, whether it be French,
culturally.
Spanish, German, students can take those classes as
elective credit. In other words, we have in our
curriculum; we built into four what we call program
electives.
P1 So, in that respect, we have, I would say, if you
would call languages as part of the Global
Competency, I would say we have that, we offer that
in our program.
Exhibits cross-cultural
P5 I think you break down a lot of the barriers where
sensitivity and adaptability.
people are maybe afraid of someone or people don’t
know how to deal with this type of person.
Carries global competencies
throughout life.
Other:
P1 I would say a lot of the cultural aspects of not
only food production but the presentation of food.
We do a little of that here with our, we have
probably in an auxiliary program of ours, and it is
called Hospitality Institute International, we have 18
ethnic cooking classes.
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P2 So, again to highlight the cultural aspects of food,
what ties us together as a bond, all people together.
P3 It all ties in, the understanding of other peoples’
culture and cultural diversity, peoples’ diets.
* P is for page in full transcript
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Community College D
Interview with Mr. M.
5 Characteristics of a
Globally Competent Student
by Russo and Osborne (2004)
Has a diverse and
knowledgeable worldview.

Synthesized Answers from Hospitality Coordinators

P4 Typically when we have an increased level of
awareness of other parts of the world, that infuses
itself into what happens in the hospitality industry…
P4 You can’t turn on the television and not see
something about the Middle East and I think that is
going to have a significant influence on what goes on
in our industry simply because of the heightened
awareness on the part of the general population,
which then drives what takes place in the hospitality
industry.
Comprehends international
P4 It is up to the faculty often times to motivate the
dimensions of his/her major field students to develop that higher level of awareness.
of study.
Communicates effectively in
P1 …language and then a six-month internship.
another language and/or crossculturally.
Exhibits cross-cultural
P1 We teach classes that involve travel to Europe for
sensitivity and adaptability.
culinary experiences and have been doing that for
the past 11 years.
P1 I would like to see more of our students take
advantage of international travel opportunities and
employment opportunities. So, I have been
aggressively pursuing other organizations and
institutions, one specifically in Tuscany, a culinary
program that provides students with six weeks of
cooking classes, language and then a six-month
internship.
P2 ...the hospitality industry is global. So, that being
the case, if we introduce the students to the concept
of globalization and how it relates to work, those
students then will have an easier time interacting
with their fellow coworkers as well as taking
advantage of employment opportunities that may be
potentially “lucrative” internationally.
P2 This adds to the cross-cultural activities that take
place within the work area in that we have people
who bring their traditions and customs and food and
their lifestyles to work with them, and this gives our
students who may have a much more narrow
perspective living in the Western suburbs of Chicago
an opportunity to learn about people from other parts
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of the world.
P2-3 So, if we can first of all, make our students
aware of where people are from and actually develop
a little bit of an understanding of the influences of
different cuisines and lifestyles and cultures of
people into our curriculum, they are going to have a
much better time interacting with their coworkers
and also a more enriching experience by just the
association with others who come from the different
parts of the world.
P4 …in Europe, virtually all college students take a
semester to a year off and travel.
Carries global competencies
P4 Students...[will] miss out on some phenomenal
throughout life.
opportunities that will have life-long implications in
regard to their careers.
Other:
P1 We have classes that focus on the cuisine’s
culture, food styles, Asian cuisine covering China,
Japan, Thailand, Vietnam, and Taiwan.
P3 I think we have a very easy time with our
curriculum with this sort of integration of developing
some level of global competency because of the
nature of our curriculum. I’m sitting here in my
office and looking at my bookshelves and we’ve got
cookbooks that focus on Asia and the Basque region
in Spain and the flavors of Southern Italy.
P3 It is difficult to not speak of some sort of Global
Competencies in the kitchen because our cuisines all
have international foundations and also the
ingredients, something as exciting as the pre and
post-Columbian periods and what impact that had on
the world and world food ways.
* P is for page in full transcript
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Community College E
Interview with Ms. S.
5 Characteristics of a
Globally Competent Student
by Russo and Osborne (2004)
Has a diverse and
knowledgeable worldview.

Synthesized Answers from Hospitality Coordinators
P1 …if you look at the Associate in Applied Science
and what the criteria or requirements are, you will
see that one of the requirements now is a global
cultural diversity requirement.
P2 …we do touch on that in our introduction course,
in our menu planning course, in our supervision like
a human resource course, talking about again,
diversity and globalization...
P2 Well, it just makes you a more global person, a
more aware person, a more open person.
P3 …when I think of the term global, I think of
worldly and diversity and populations and people
and in cultures and in customs and so on and so
forth.
P4 So just by having a more diverse student
population and more diverse classroom, just kind of
forces you to do things differently and I don’t know,
just approach things differently and the subject
matter a little differently…

Comprehends international
dimensions of his/her major field
of study.
Communicates effectively in
P3 Being able to require a language, we do not
another language and/or crossrequire that either. We strongly encourage it and
culturally.
suggest it as an elective, in fact is it even listed in
here, Spanish, I don’t know if it is now in our
particular program, it might be listed down in one of
the footnotes that we suggest, Spanish 101.
Exhibits cross-cultural
P2 So, again, the more you know about other types
sensitivity and adaptability.
of people and culture, more accepting, have a better
understanding, better work relationship, so on and so
forth.
Carries global competencies
throughout life.
Other:
P2 … even just your themes and characteristics or
ideas. Everything as simple as cooking, ethnic
cooking and stuff.
* P is for page in full transcript
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Community College F
Interview with Mr. O.
5 Characteristics of a
Globally Competent Student
by Russo and Osborne (2004)
Has a diverse and
knowledgeable worldview.

Synthesized Answers from Hospitality Coordinators
P2-3 I think one of the main things that I kind of
focus on is just getting along with people in your
class, understanding different points of view,
understanding that people come from different
backgrounds which influence their decision making
and their beliefs and their attitudes…
P3 …just having respect for the idea that more than
one person can be right…
P3 So, I just think if they can kind of get in the habit
of or just be aware of competing in a global climate,
like I said, people with different backgrounds,
people with different attitudes, people with different
educations levels, I think they are going to benefit
from it.
P4 One of the things I try to teach them right from
Intro to Hospitality is just it doesn’t hurt to try new
things.
P5 The fear I see in them is the whole idea of just
trying something new.
P5 The only thing I can say that they might be a little
hesitant on is just trying something, just having the
courage I guess, of not being afraid to try something
new, understand some new ideas.

Comprehends international
dimensions of his/her major field
of study.
Communicates effectively in
P2 If you are working in hospitality, you are going
another language and/or crossto have more than one language probably spoken in
culturally.
your workplace. You might have two or three
languages just in the kitchen alone, especially in a
place like here in Chicago, you are going to have
maybe four or five. I think that is kind of a reflection
of what is going on around the world.
Exhibits cross-cultural
P1 I would love to have students do work studies in
sensitivity and adaptability.
Europe like many other schools do. COD has a
program over the summer where they send students
to France and Spain and I think some of the more
established schools do the same thing.
P1-2 So, I would just like to get students in that
environment, working with other people, being in
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unfamiliar territory because I think it brings out their
best.
P3 …getting in the habit of working with people
from outside your typical environment.
P4 So, whether that is working at other schools or
other programs, maybe a study abroad program,
things like that, that would definitely foster some of
the components in our curriculum for Global
Competency.
Carries global competencies
throughout life.
Other:

P5 I think you are going to see the internet have a
profound impact on long-distance learning. I think
you are going to see people from certainly other
parts of the State of Illinois but definitely the country
as well, maybe even globally, possibly earn credits
through a program like ours.
* P is for page in full transcript
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Community College G
Interview with Mr. Z.
5 Characteristics of a
Globally Competent Student
by Russo and Osborne (2004)
Has a diverse and
knowledgeable worldview.

Synthesized Answers from Hospitality Coordinators

P5 I mean we have a very diverse industry that, you
know whether we're looking at the staff that we're
hiring and training having many different faces from
all over the world…
P5 So I think in order for us to successfully train our
students, there needs to be a strong awareness that
they in fact are gonna be working with a staff, a
different face perhaps than what we might have seen
20 years ago.
P5 …I think we certainly try to bring that awareness
to our students because if their not aware, and if they
are not conscientious, diversity and/or differences if
you will, that they are going to have a hard time
being successful…
Comprehends international
P6 … we talk about diversity and we talk about
dimensions of his/her major field globalization, but really no one makes the faculty,
of study.
and maybe that's not the best word, but nobody
encourages the faculty to say ok, you know, what
does your curriculum reflect as it relates to
globalization.
Communicates effectively in
P3 …with the exception of maybe a language, which
another language and/or crosswe would encourage students to take, their skills
culturally.
prepare them to work anywhere in the world.
Exhibits cross-cultural
P1 We have had an exchange program for about 18
sensitivity and adaptability.
years with a school outside of Vienna, Austria; and
every year we bring students, anywhere from 10-12
students and faculty to their school; and during that
time we're there, we basically do culinary
competitions, we do culinary presentations, you
know as a focal point.
P1 …we do a lot of cultural exchanges, cultural
opportunities where we might go to wineries or
restaurants or hotels and tours, sightseeing and
presentations that way.
P1 So, I think as a program, we have developed this
international global relationship and have maintained
it for a number of years and in such we're recognized
by the Department of Tourism from Austria…
P3 …because we're in hospitality, there's probably
more opportunity for international positions or
careers outside of the United States…
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Carries global competencies
throughout life.
Other:

P2 …we have an opportunity to introduce some
global competencies and certainly deem some
characteristics by the different types of dinners and
events we do that focus around international cuisine.
P2 So for example, you know when one of our
friends from Austria come here, we typically have 1
or 2 days of the Octoberfest if you will, and then
within the realm of the dining room and the last
production class, they work together doing menu,
theme menus,…. So if there's a theme specifically,
we give a French theme one time, we did Spanish,
we've done Irish…
P2 …food is a good global denominator for
relationships throughout the world, at least that's my
perspective.
* P is for page in full transcript

254
APPENDIX J
DEMOGRAPHIC QUESTIONS FOR RESEARCH PARTICIPANTS

Date:_________________________
Participant Name:_________________________
Please complete demographic background questionnaire for this study.
1.

Sex:

___Male

2.

Age Group:
25 – 30 years
31 – 35 years
36 – 40 years
41 – 45 years
46 – 50 years
51 – 55 years
56 – 60 years
Over 60 years

3.

___Female

_____
_____
_____
_____
_____
_____
_____
_____

Ethnicity:
Asian or Pacific Islander _____
American Indian or Alaskan ____
Black, non-Hispanic ____
Hispanic ____
White, non-Hispanic ____

4.

Current Employer:
Name: ___________________________________________________
Job Title: _________________________________________________
City/State: ________________________________________________
# of years employed __________

5.

Average credit hours taught per semester or Hours worked at job:
Credit hours
1-12 hrs
13-20 hrs
21-30 hrs
Over 30+

_____
_____
_____
_____

Part-time _____ hours
Full-time _____ hours
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6.

How many total years and in what roles have you participated in a
community college?
As faculty member in a community college:
Total Number of Years
_____
As director/coordinator/chair of a community college:
Total Number of Years
_____

7.

List the subjects you taught in a community college as well as length of time
you taught that subject. Please list all hospitality, foodservice & culinary
courses as well as non-hospitality courses (i.e. Math, English, Biology,
Accounting, etc.)
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

8.

________________________________
________________________________
________________________________
________________________________
________________________________
________________________________
________________________________
________________________________
________________________________
________________________________

What departments have you supervised and/or worked in a community
college. Please list all departments throughout your career, as well as length of
time (i.e. hospitality department, student services, support services, advising,
financial aid, maintenance, etc.)
1. ______________________
2. ______________________
3. ______________________
4. ______________________
5. ______________________

9.

6. ______________________
7. ______________________
8. ______________________
9. ______________________
10. _____________________

Please list all degrees you have obtained, as well as where and when:
Degree

School

Location

Year

Doctoral

________________________________________________

Master

________________________________________________

Bachelor

________________________________________________
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Associate

________________________________________________

Trade School ________________________________________________
Other ______________________________________________________
10.

11.

Industry Experience. Please list the last two hospitality industry jobs
where you worked:
Employer’s Name:
Job Title:
City/Town/State/Country:
# of Years Worked:
Brief Job Description:

________________________________
________________________________
________________________________
________________________________
________________________________

Employer’s Name:
Job Title:
City/Town/State/Country:
# of Years Worked:
Brief Job Description:

________________________________
________________________________
________________________________
________________________________
________________________________

During any time in your career did you have any international teaching or
work experience?
Place of Employment:
Job Title:
Location:
# of Years Worked:
Brief Job Description:

12.

Do you speak a second language? Please list all of the languages you speak.
1. ______________________
2. ______________________
3. ______________________
4. ______________________
5. ______________________

13.

________________________________
________________________________
________________________________
________________________________
________________________________

6. ______________________
7. ______________________
8. ______________________
9. ______________________
10. _____________________

Have you ever traveled on business or leisure (vacation) to a foreign
country? Please list all the countries you have visited.
1. ______________________
2. ______________________
3. ______________________
4. ______________________
5. ______________________

6. ______________________
7. ______________________
8. ______________________
9. ______________________
10. _____________________
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14.

Please list some things that you may have learned or experienced in these
foreign countries. (i.e. food, culture, language, dress, people’s customs,
respect for other cultures, etc.)
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________

Thank you,

David J. Beer
Doctoral Student
National-Louis University
708-296-4367
dbeer@att.net
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APPENDIX K
SUMMARIZED CODING OF SYLLABI
Community College A
Interview with Ms. A.
Learning Objectives / Outcomes found on Syllabi
5 Characteristics of a
Globally Competent Student
by Russo & Osborne (2004)

Syllabi Given to Researcher
Service in
Hospitality
Industry

Has a diverse and
knowledgeable worldview.
Comprehends international
dimensions of his/her major
field of study.

Communicates effectively in
another language and/or
cross-culturally.
Exhibits cross-cultural
sensitivity and adaptability.

Intro. to the
Hospitality
Industry (Online)

Sales and
Conventions
Mgmt.

7. Discuss the
issues and trends
facing the
hospitality
industry today.

1. Understand,
the role,
characteristics,
and importance
of service
encounters.

Carries global competencies
throughout life.
Other:
2. Recognize
customer needs
and motives as
they pertain to
purchase
decisions.

1. Discuss
consumer needs
in the hospitality
industry...

6. Describe
Social, Military,
Educational,
Religious, and
Fraternal groups
and explain how
to approach
selling meeting
services and
products to them.

7. Describe the
interrelationship
of travel, tourism
and the
hospitality
industry.
Number or letter in front of objective/outcome corresponds to order in listing on the
syllabus. If no number or letter is present, it was listed in the syllabus with a bullet point.
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Community College B
Interview with Mr. H.
Learning Objectives / Outcomes found on Syllabi
5 Characteristics of a
Globally Competent Student
by Russo & Osborne (2004)

Syllabi Given to Researcher
Hotel Sales
&
Promotion

Has a diverse and
knowledgeable worldview.

Comprehends international
dimensions of his/her major
field of study.

Communicates effectively in
another language and/or crossculturally.
Exhibits cross-cultural
sensitivity and adaptability.
Carries global competencies
throughout life.
Other:

Intro. to the
Hospitality
Industries
A. Become
acquainted
with the social,
economic and
environmental
contexts within
the hospitality
industry.

Front Office
& Rooms
Division Mgmt.

G. Understand
how hospitality
properties are
meeting the
needs of
business
travelers and
leisure
travelers.

F. Explain the
G. Experience
D. Discuss the
role of
working
sales dimension
advertising,
collaboratively of the
public relations, in groups to
reservation
and publicity in achieve a goal. process.
reaching
prospective
guests.
Number or letter in front of objective/outcome corresponds to order in listing on the
syllabus. If no number or letter is present, it was listed in the syllabus with a bullet point.
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Community College C
Interview with Mr. D.
Learning Objectives / Outcomes found on Syllabi
5 Characteristics of a
Globally Competent Student
by Russo & Osborne (2004)
Has a diverse and knowledgeable
worldview.
Comprehends international
dimensions of his/her major field
of study.
Communicates effectively in
another language and/or crossculturally.
Exhibits cross-cultural sensitivity
and adaptability.
Carries global competencies
throughout life.
Other:

Syllabi Given to Researcher
Intro. to
Convention
Mgmt.

Intro. to Travel
& Tourism

Understanding
the buyer and
travel product.

Hospitality Law

Describe how the
Hotel & Guest
relationship is
created.

Effective
customer
service.
Number or letter in front of objective/outcome corresponds to order in listing on the
syllabus. If no number or letter is present, it was listed in the syllabus with a bullet point.
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Community College D
Interview with Mr. M.
Learning Objectives / Outcomes found on Syllabi
5 Characteristics of a
Globally Competent Student
by Russo & Osborne (2004)

Syllabi Given to Researcher
Intro. to
Hospitality
Industry

Mediterranean
Cuisine

2. Recognizes the
importance of
cultures and their
influence on
cuisine of
selected
countries.

Has a diverse and
knowledgeable worldview.

Comprehends international
dimensions of his/her major
field of study.
Communicates effectively in
another language and/or crossculturally.
Exhibits cross-cultural
sensitivity and adaptability.

Carries global competencies
throughout life.
Other:

International
Cuisine Foods

3. Demonstrate
the ability to
contrast and
compare the
cultural and
religious
influences upon
the cuisine of
the Mediterranean regions.

D. Have an
5. Identify the
understanding influence
of the import- climate and
ance of high
geographic
standards of
location has
quality and
upon the cuisine
of the local
service as
applied to the population.
hospitality
industry.
Number or letter in front of objective/outcome corresponds to order in listing on the
syllabus. If no number or letter is present, it was listed in the syllabus with a bullet point.
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Community College E
Interview with Ms. S.
Learning Objectives / Outcomes found on Syllabi
5 Characteristics of a
Globally Competent Student
by Russo & Osborne (2004)
Has a diverse and knowledgeable
worldview.
Comprehends international
dimensions of his/her major field
of study.
Communicates effectively in
another language and/or crossculturally.
Exhibits cross-cultural sensitivity
and adaptability.
Carries global competencies
throughout life.
Other:

Syllabi Given to Researcher
Intro. to
Hospitality Mgmt.

3. Develop an
understanding of
hospitality and
special
guest/provider
relationship.

Hospitality
Operations
Analysis

Sales
principles

Hospitality
Promotions

3. Understand
the unique
markets of the
transient,
destination, and
convention
lodging
properties.

8. To develop an
understanding of
the role of
hospitality as a
major component
of tourism.
Number or letter in front of objective/outcome corresponds to order in listing on the
syllabus. If no number or letter is present, it was listed in the syllabus with a bullet point.
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Community College F
Interview with Mr. O.
Learning Objectives / Outcomes found on Syllabi
5 Characteristics of a
Globally Competent Student
by Russo & Osborne (2004)
Has a diverse and
knowledgeable worldview.
Comprehends international
dimensions of his/her major
field of study.

Communicates effectively in
another language and/or crossculturally.
Exhibits cross-cultural
sensitivity and adaptability.
Carries global competencies
throughout life.
Other:

Syllabi Given to Researcher
Intro. to
Hospitality
Industry

Hospitality
Supervision

Quantity Food
Production 1

1. Define
hospitality
and describe
in detail the
global scope
of the
industry.

4. Identify
and solve
problems in
servicing
guests and
managing
personal.

8. Describe
2. Illustrate a
procedures for
thorough
effectively
understanding of
orienting new
the history of
employees to
food...and the
the job,
significance of
incorporate
changes that
basic learning
occurred during
principles in
the 20th century.
employee
training
programs...and
providing
coaching and
counseling.
Number or letter in front of objective/outcome corresponds to order in listing on the
syllabus. If no number or letter is present, it was listed in the syllabus with a bullet point.
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Community College G
Interview with Mr. Z.
Learning Objectives / Outcomes found on Syllabi
5 Characteristics of a
Globally Competent Student
by Russo & Osborne (2004)
Has a diverse and knowledgeable
worldview.

Syllabi Given to Researcher
Intro. to the
Hospitality
Industry
Explain the
historical
relationships
between travel
and the
hospitality
industry.

Hospitality
Supervision

Menu Design &
Strategy

Identify social
and economic
changes that
affect the
hospitality and
tourism
industry.
Comprehends international
dimensions of his/her major field
of study.
Communicates effectively in
another language and/or crossculturally.
Exhibits cross-cultural sensitivity
and adaptability.
Carries global competencies
throughout life.
Other:

Understand
theories of
people
management.

Explain the
importance of
the customer’s
perceived
value...

Discuss
Describe
managing
diversity
management’s
issues
role in customer
satisfaction.
positively.
Number or letter in front of objective/outcome corresponds to order in listing on the
syllabus. If no number or letter is present, it was listed in the syllabus with a bullet point.

